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+ODYQtP FtOHP NDåGp VSROHþQRVWL VH SRYDåXMH GRVDåHQt ]LVNX 'DOãtPL FtOL
PĤåHEêWQDSĜGRVDåHQt YHGRXFtKRSRVWDYHQtQD WUKXQHERVQDKDRXGUåHQtVHQD
trhu. =Gi VH EêW VDPR]ĜHMPp åH E\ VH VSROHþQRVWL PČO\ VQDåLW XVSRNRMLW VYp
]iND]QtN\ V VRXþDVQp GREČ QDVWiYi FR VH WêNi FtOĤ XUþLWê REUDW D VSROHþQRVWL
]DþtQDMtVYRXSR]RUQRVWXStUDWQD]iND]QtND=iND]QtNSĜHGVWDYXMH]iNODGQtNiPHQ
marketingoYpKRSURVWĜHGtD]iURYHĖMHSRGOHQČNWHUêFKKODYQtP]GURMHP]LVNX'tN\
jeho spokojenosti s SRVN\WRYDQêPLVOXåEDPL VSROHþQRVWL Y\GČOiYDMt1DRSDNSRNXG
MH]iND]QtNQHVSRNRMHQêILUPDSĜLFKi]tRSHQt]H 
=tVNiQt QRYpKR ]iND]QtND MH SRX]H MHGQRX Ii]t procesX 'ĤOHåLWČMãt MH VL
]iND]QtND XGUåHW D ] QRYpKR Y\WYRĜLW ]iND]QtND VWiOpKR D YČUQpKR -H GĤOHåLWp VL
XWYiĜHW GORXKRGREêY]WDK6WiOê]iND]QtNãtĜtGiOHVYRMtVSRNRMHQRVWV SRVN\WRYDQêPL
VOXåEDPLD WtPSiGHP MHVFKRSHQSĜLOiNDWQRYp]iND]QtN\ =iNODGQtPSURVWĜHGNHP
SUR]tVNiQt]iND]QtNDDWtPLXUþLWpNRQNXUHQþQtYêKRG\MVRXNYDOLWQtVOXåE\ 
7DWR EDNDOiĜVNi SUiFH MH ]DPČĜHQD QD PČĜHQt VSRNRMHQRVWL ]iND]QtNĤ VH
VOXåEDPL VSROHþQRVWL 63(1$'2 &RQVXOWLQJ VUR GiOH MHQ Ä63(1$'2³ 









bude vracet tam, kde mu Y\MGRXYVWĜtFDNGHVHFtWtGREĜH 
&tOHP EDNDOiĜVNp SUiFH EXGH ]NRXPDW VSRNRMHQRVW ]iND]QtNĤ
s SRVN\WRYDQêPL VOXåEDPL VSROHþQRVWL 63(1$'2 3RPRFt GRWD]QtNRYpKR ãHWĜHQt
EXGH ]DQDO\]RYiQD VSRNRMHQRVW ]iND]QtNĤ 1D ]iNODGČ SURYHGHQtPDUNHWLQJRYpKR
Yê]NXPXDQiVOHGQpKR Y\KRGQRFHQt ]tVNDQêFK~GDMĤ EXGRXQDYUKQXW\ GRSRUXþHQt
SURYHGHQtVSROHþQRVWLNWHUiE\PČODSĜLVSČWNH]YêãHQtVSRNRMHQRVWL]iND]QtNĤ 
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1 CHARAKTERISTIKA 632/(ý1267,63(1$'2 
1.1 Profil VSROHþQRVWL  
SPENADO MHG\QDPLFNRXDIOH[LELOQtVSROHþQRVWtNWHUiVHSRK\EXMHY oblasti 
SRUDGHQVWYt D NRQ]XOWDþQtFK þLQQRVWt ]DPČĜHQêFK QD SURMHNW\ GRWRYDQp Evropskou 
XQLt ]H VWUXNWXUiOQtFK IRQGĤ , SĜHVWR åH QD þHVNpP WUKX QHSĤVREt GORXKRX GREX
GtN\ SĜHGFKR]tP ]NXãHQRVWHP VSHFLDOLVWĤ D H[WHUQtFK VSROXSUDFRYQtNĤ GLVSRQXMH
ãLURNêPNQRZ± KRZD]NXãHQRVWPLY REODVWL(YURSVNpXQLHPDQDJHPHQWXOLGVNêFK
]GURMĤDY]GČOiYiQt 
63(1$'2 MH NRQ]XOWDþQt D SRUDGHQVNRX VSROHþQRVWt NWHUi VH ]DPČĜXMH QD
pomoc a rozvoj v oblasti managementu s GĤUD]HP QD REODVW OLGVNêFK ]GURMĤ
HYDOXDFtQiYUDWQRVWL LQYHVWLF IXQG-UDLVLQJX D RSWLPDOL]DFH SURFHVĤ V akcentem na 
LQGLYLGXiOQt SĜtVWXS D SUDNWLFNê PHQWRULQJ =iND]QtN\ WpWR VSROHþQRVWL MVRX QHMHQ
REFKRGQt VSROHþQRVWL GHILQRYDQp REFKRGQtP ]iNRQtNHP DOH WDNp QH]LVNRYp
organizace DGDOãtRUJDQL]DFHVSOĖXMtFtSRGPtQN\SURSĜLGČOHQtGRWDFH.  
)LOR]RILHVSROHþQRVWL63(1$'2 MHSRVWDYHQDQD]iNODGQtFKKRGQRWiFK MDNR
je nasORXFKDWSRWĜHEiP]iND]QtND]RKOHGĖRYDWMHKRSRWĜHE\SRVN\WQRXWLQGLYLGXiOQt
SĜtVWXS D ĜHãHQt QD PtUX VH]QiPLW ]iND]QtND V NRPSOH[QtPL IDNW\ 6SROHþQRVW
63(1$'2 VSOĖXMH ]iNODGQt SRåDGDYN\ ]iND]QtND D WR IOH[LELOLWX VSROHKOLYRVW
]RGSRYČGQRVWD RGERUQRVt. 9L]t VSROHþQRVWL63(1$'2 MH EêW Y\VRFHSURIHVLRQiOQt
NRQ]XOWDþQt ILUPRX MHå EXGH VSROHKOLYêPSDUWQHUHPSUR VYp ]iND]QtN\63(1$'2
QHQt VSROHþQRVWt ]DORåHQRX QD VXSHUODWLYHFK DOH ]HMPpQD QD YêVOHGFtFK D
VSRNRMHQRVWLVYêFK]iND]QtNĤ 
6SROHþQRVWE\OD ]DSViQDGRREFKRGQtKR UHMVWĜtNXEĜH]QD -HGLQêP
jednatelem a majitelem MHSDQ3DWULN%ODFKD9NODGHPD]iNODGQtPNDSLWiOHPMH
WLV.þNWHUêMLåE\OVSODFHQ -HOLNRå63(1$'2SĤVREtQDWUKXWHSUYHRGURNX
QHQt PRåQR XYpVW UHOHYDQWQt GDWD D LQIRUPDFH WêNDMtFt VH REUDWX þL MLQêFK
HNRQRPLFNêFKXND]DWHOĤ  
&HONHPMHYHVSROHþQRVWL]DPČVWQiQRRVRE] WRKRSURMHNWRYpPDQDåHUN\
 VSHFLDOLVWp QD UR]YRMRYp SOiQ\ D DQDOê]\ GRWDþQtFK PRåQRVWt  NRRUGLQiWRUND
SURMHNWRYêFKDNWLYLWREFKRGQtFLDasistentka. 
8 
63(1$'2 Pi YH VYpP SRUWIROLX ãLURNRX ĜDGX þLQQRVWt RG SĜtSUDY\ D
LPSOHPHQWDFH UR]YRMRYêFK SOiQĤ DQDOê]\ GRWDþQtFK PRåQRVWt QD PtUX SĜHV
NRPSOH[QtSĜtSUDY\SURMHNWĤNRQ]XOWDFHSĜLĜt]HQtSURMHNWĤILQDQFRYDQêFK] YHĜHMQêFK
]GURMĤ QH]iYLVOp ]SČWQp YD]E\ QD DGPLQLVWUDWLYQt ]DMLãWČQt SURMHNWĤ ãNROHQt D
WUpQLQNĤ DåSR SRUDGHQVWYtV YêEČURYêPĜt]HQtPSXEOLFLWRXDHYDOXDFt.  
=HVWUXNWXUiOQtFKIRQGĤPRKRXþHUSDWGRWDFLDSĜHGNOiGDWSURMHNW\REFHNUDMH
PLQLVWHUVWYD SRGQLNDWHOp YODVWQtFL GRSUDYQt LQIUDVWUXNWXU\ QH]LVNRYp RUJDQL]DFH
ãNRO\Yê]NXPQiFHQWUDDGDOãt=iND]QtN\MVRXVXEMHNW\NWHUpVSOQLO\SRGPtQN\SUR
SĜLGČOHQtGRWDFHDGRWDFL]tVNDO\QHERVXEMHNW\NWHUpVSOĖXMtSRGPtQN\SURSĜLGČOHQt
GRWDFHDNWHUpFKWČMtRGRWDFLSRåiGDW [18]  
1.2 2EODVWLSRUDGHQVWYtDNRQ]XOWDFt  
2EODVWL SRUDGHQVWYt D NRQ]XOWDFt MVRX ~]FH SURYi]iQ\ 1tåH MH VWUXþQČ
SRSViQRþtPVH]DEêYDMt 
3ĜtSUDYDDLPSOHPHQWDFHUR]YRMRYêFKSOiQĤ 
6SHFLDOLVWp VSROHþQRVWL 63(1$'2 SURYHGRX ]iND]QtND FHOêP SURFHVHP RG
identifikace SĜtOHåLWRVWtDåSRPRåQRVW]DMLãWČQtILQDQFRYiQtDSRUDGtMDNQDWR 
$QDOê]DGRWDþQtFKPRåQRVWt 
6SHFLDOLVWp VSROHþQRVWL 63(1$'2 SĜLSUDYt NRPSOH[Qt DQDOê]X GRWDþQtFK
PRåQRVWt NWHUi ]DKUQXMH LGHQWLILNDFL SRWĜHE]iND]QtND ]MLãWČQt YKRGQêFKGRWDþQtFK
WLWXOĤ SRGOHFKDUDNWHUX]iND]QtNDDMHKRSRGQLNDWHOVNêFKDNWLYLW63(1$'2SRPĤåH
s QDVPČURYiQtPSURMHNWXWDNDE\REVWiOY konkurenci. 
.RPSOH[QtSĜtSUDYDSURMHNWĤ 
=SUDFRYiQt åiGRVWL R GRWDFL MH VWČåHMQt þiVWL SĜtSUDYQp Ii]H SURMHNWX -HMt
VORåLWRVWVHPĤåHYêUD]QČ OLãLWSRGOH W\SXDUR]VDKXSURMHNWX L]YROHQpKRGRWDþQtKR
WLWXOX D MHKR SRåDGDYNĤ 63(1$'2 SURYHGH ]iND]QtND FHOêP SURFHVHP SĜtSUDY\
SURMHNWRYpåiGRVWLRGIRUPiOQtFKQiOHåLWRVWtDåSRSĜtSUDYXREVDKRYpþiVWL. 
.RQ]XOWDFHSĜLĜt]HQtSURMHNWĤILQDQFRYDQêFh z YHĜHMQêFK]GURMĤ 
ÒVSČãQČ VFKYiOHQê SURMHNW Y\åDGXMH VSUiYQp YHGHQt SR DGPLQLVWUDWLYQt
VWUiQFH WDNDE\E\ORGRVDåHQRSURMHNWRYêFKFtOĤDE\O]DEH]SHþHQEH]SUREOpPRYê
SUĤEČK SURMHNWX. 63(1$'2 ]DMLãĢXMH Y SĜtSDGČ ]iMPX ]iND]QtND SRGSRUX SĜL
realizaci admLQLVWUDWLYQtVWUiQN\SURMHNWXNWHUiPXVtEêWSURYiGČQDSOQČY souladu se 
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YãHPL ]iYD]QêPL SUDYLGO\ D PHWRGLNDPL VWDQRYHQêPL DGPLQLVWUDWLYQtPL RUJiQ\ þL
]SURVWĜHGNXMtFtPL VXEMHNW\. 63(1$'2 VH VWiYi SUĤYRGFHm v pravidlech projektĤ
GRWRYDQêFK] YHĜHMQêFK]GURMĤD poradcem v SUREOpPRYêFKREODVWHFK. 
1H]iYLVOi]SČWQiYD]EDQDDGPLQLVWUDWLYQt]DMLãWČQtSURMHNWX 
0RQLWRURYDFtþLQQRVWNWHUiVHY]WDKXMHN RSWLPDOL]DFLSURFHVĤĜt]HQtSURMHNWX
D SRUDGHQVWYt WêNDMtFt VH LPSOHPHQWDFH D YêNODGX SUDYLGHO DPHWRGLN VWDQRYHQêFK
DGPLQLVWUDWLYQtP RUJiQHP þL ]SURVWĜHGNXMtFtP VXEMHNWHP. 3RNXG ]iND]QtN UHDOL]XMH
SURMHNWGRWRYDQê] YHĜHMQêFK]GURMĤDQHQtVLMLVW]GDUHDOL]DFHDY\ND]RYiQtSURMHNWX
SUREtKi VSUiYQČ D Y souladu s DGPLQLVWUDWLYQtPL SUDYLGO\ VSROHþQRVW 63(1$'2 MH
schopna poskytnout ]SČWQRXYD]EX QDUHDOL]RYDQêSURMHNWDLdentifikovat SRWHQFLiOQt
SUREOpPRYp REODVWL NWHUp PRKRX EêW Y rozporu s OHJLVODWLYQtPL QRUPDPL þL




QHER FKFH UR]ãtĜLW ]QDORVWL VYêFK ]DPČVWQDQFĤ Y REODVWL(YURSVNpXQLH VSROHþQRVW
63(1$'2 MH VFKRSQD ]DMLVWLW Y]GČOiYDFt NXU] NWHUê EXGH RGSRYtGDW SRåDGDYNĤP
]iND]QtNDDSRVN\WQHRGSRYČGLQDQHMSDOþLYČMãtRWi]N\ 
9êEČURYiĜt]HQt 
9êEČURYp Ĝt]HQt MH QHMNRPSOLNRYDQČMãt REODVWt UHDOL]DFH SURMHNWX 3ĜtMHPFH
GRWDFH PXVt SRVWXSRYDW GOH SODWQêFK SUiYQtFK SĜHGSLVĤ GOH =iNRQD R YHĜHMQêFK
]DNi]NiFK D NRQFHVtFK QHER PHWRGLFNpKR SRN\QX SUR ]DGiYiQt ]DNi]HN
6SROHþQRVWSPENADO QD]iNODGČLQIRUPDFtRG]iND]QtNDSĜLSUDYtQiYUKQDUHDOL]DFL
YêEČURYpKR Ĝt]HQt NRPSOHWQt GRNXPHQWDFL D SURYHGRX ]iND]QtND FHOêP SURFHVHP
krok za krokem. 
Publicita 
3ĜL UHDOL]DFL SURMHNWĤ Y UiPFL MHGQRWOLYêFK SURJUDPĤ (YURSVNpKR VRFLiOQtKR
IRQGXMHWĜHEDSDPDWRYDWQDGRGUåRYiQtSUDYLGHODSRYLQQRVWtVSRMHQêFKV publicitou. 
6SROHþQRVWSPENADO ]DMLVWtSUR]iND]QtNDQiYUKDWYRUEXSURSDJDþQtFKPDWHULiOĤ





YD]EX QD SRVN\WRYDWHOH ãNROHQt ]KRGQRWt UHiOQê GRSDG ãNROHQt QD ]DPČVWQDQFH
QHER Y\KRGQRWt YêVOHGN\ DNWLYLW VSROHþQRVWL QHER SURMHNtu. 63(1$'2 SĜLprDYt
HYDOXDþQt VWUDWHJLL QD PtUX D ]DMLVWt MHMt implementaci D Y\KRGQRFHQt tak, aby se 
]YêãLODHIHNWLYLWDDNWLYLWDSURFHVĤ]iND]QtNRY\VSROHþQRVWL 
2EFKRGQt]DVWRXSHQt 
 1DVSROHþQRVW63(1$'2VHPĤåH]iND]QtN REUiWLWSRNXGSRWĜHEXMH SRGSRĜit 
SURGHM QČNWHUpKR z SURGXNWĤ þL VOXåHE QHER SRNXG VH Qechce ]DEêYDW VWDURVWPL R
REFKRGQtWêPMHKRĜt]HQtD]DMLãĢRYiQtYêVOHGNĤ6SHFLDOLVWpVSROHþQRVWL63(1$'2
SUR]iND]QtND Y\WYRĜtREFKRGQtVWUDWHJLLQDPtUXDWRYQiYD]QRVWLQDW\Su produktu 
þLVOXåE\D]DMLVWtMHMtHIHNWLYQtDSOLNDFLY UiPFLWUKX [18] 
1.3 =DPČĜHQt VSROHþQRVWL63(1$'2 
V SURJUDPRYpP REGREt 2007 - 2013 N  OHGQX  E\OR Y UiPFL SROLWLN\
KRVSRGiĜVNp D VRFLiOQt VRXGUåQRVWL (8 UHDOL]RYDQp QD ~]HPt ýHVNp UHSXEOLN\
SRGiQRåiGRVWtR SRGSRUXYFHONRYpKRGQRWČPOG.þětGLFtRUJiQ\
D]SURVWĜHGNXMtFtVXEMHNW\2SHUDþQtFKSURJUDPĤGiOH MHQÄOP³ doposud vydaly 33 
725 5R]KRGQXWt RSRVN\WQXWtGRWDFHYFHONRYpYêãLPOG.þFRåþLQt
FHONRYpDORNDFH 




&tOHP MH SRGSRUD KRVSRGiĜVNpKR D VRFLiOQtKR UR]YRMH PpQČ Y\VSČOêFK
UHJLRQĤ þOHQVNêFK VWiWĤ 9 ýHVNp UHSXEOLFH SRG QČM VSDGDMt YãHFKQ\ UHJLRQ\
VRXGUåQRVWL V YêMLPNRX KO P 3UDK\ &tO MH UHDOL]RYDQê SURVWĜHGQLFWYtP RVPL
WHPDWLFNêFK23DVHGPLUHJLRQiOQtFK23 
7HPDWLFNp23 












x ROP NUTS II Moravskoslezsko, 
x 5231876,,-LKRYêFKRG, 
x ROP NUTS II SeveroYêFKRG, 
x 5231876,,6WĜHGQt0RUDYD, 
x 5231876,,-LKR]iSDG, 
x 5231876,,6WĜHGQtýHFK\. [17] 
1.3.2 &tO5HJLRQiOQtNRQNXUHQFHVFKRSQRVWD]DPČVWQDQRVW 
7HQWR FtO SRGSRUXMH UHJLRQ\ NWHUp QHþHUSDMt ] Konvergence. V ýHVNp
UHSXEOLFHSRGQČMVSDGiKOP3UDKDVHGYČPD2P. 
x OP Praha Konkurenceschopnost, 
x OP Praha Adaptabilita. [17] 
1.3.3 &tO(YURSVNi~]HPQt VSROXSUiFH 
7HQWR FtO XVLOXMH R SRGSRUX SĜHVKUDQLþQt PH]LUHJLRQiOQt D QDGQiURGQt
VSROXSUiFHUHJLRQĤ3URVWĜHGN\] WRKRWRFtOHO]HþHUSDW] GHYtWL23 
x 233ĜHVKUDQLþQtVSROXSUiFHý5± Bavorsko, 
x 233ĜHVKUDQLþQtVSROXSUiFHý5± Polsko, 
x 233ĜHVKUDQLþQtVSROXSUiFHý5± Rakousko, 
x 233ĜHVKUDQLþQtVSROXSUiFHý5± Sasko, 




x ESPON 2013, 
x INTERACT II. [17] 
V VRXþDVQp GREČ VH VSROHþQRVW 63(1$'2 SĜHYiåQČ VSHFLDOL]XMH QD
WHPDWLFNp23NRQNUpWQČSDNQD23/LGVNp]GURMHD]DPČVWQDQRVW 
1.4 &tORYpWUK\DMHMLFKRþHNiYiQt 








~NROĤY\SOêYDMtFtch z SUDFRYQtFKSRYLQQRVWtNYDOLWQtDSURIHVLRQiOQtSĜtVWXSN SUiFLQD
YãHFKSUDFRYQtFKPtVWHFK. 63(1$'2NODGHYHONêGĤUD]QDVSRNRMHQRVWDPRWLYDFL
VYêFK]DPČVWQDQFĤ MHMLFKSURIHVQt UR]YRMDSR]LWLYQtYQtPiQtSUDFRYQtKRSURVWĜHGt
=DPČVWQDQFL RG VSROHþQRVWL RþHNiYDMt DGHNYiWQt P]GX SĜLPČĜHQp SUDFRYQt
SRGPtQN\DMLVWRWX]DPČVWQiQt 
1.4.2 RHIHUHQþQtWUK\ 
'R UHIHUHQþQtFK WUKĤ MVRX ]DĜD]HQL YãLFKQL ]DPČVWQDQFL ]iND]QtFL MHMLFK
SĜtEX]QtD]QiPtNWHĜtPRKRXLQIRUPRYDWRVOXåEiFKVSROHþQRVWL63(1$'2DMHMLFK
NYDOLWČ 7L NGR R VSROHþQRVWL SRVN\WXMt UHIHUHQFH, RþHNiYDMt åH W\WR VNXWHþQRVWL
budRXQDSOQČQ\ 
1.4.3 9OLYQpWUK\ 
'R YOLYQêFK WUKĤ SDWĜt YãHFKQ\ RUJDQL]DFH NWHUp RYOLYĖXMt SRGQLNiQt
VSROHþQRVWL 63(1$'2 -HGQi VH SĜHGHYãtP R ILQDQþQt ~ĜDG SRMLãĢRYQ\ EDQN\ D






jejich vlivu na kvalitu sluåE\ MH GĤOHåLWp SHþOLYČ Y\KOHGiYDW QRYp SRWHQFLiOQt
]DPČVWQDQFHQDWU]tFKSUDFRYQtFKVLO9 SĜtSDGČQiERUĤQRYêFK]DPČVWQDQFĤEXGH
SPENADO spolupracovat s ~ĜDGHP SUiFH NWHUê EXGH QiSRPRFHQ V Y\KOHGiYiQtP
NYDOLWQtFK]DPČVWQDQFĤ,QIRUPDFHRYROQpPSUDFRYQtPPtVWČEXGHWDNp]YHĜHMQČQR
QD ZHERYêFK VWUiQNiFK VSROHþQRVWL 7DP WDNp PRåQt XFKD]HþL R ]DPČVWQiQt
QDOH]QRXYHãNHUpSRWĜHEQpLQIRUPDFHN YêEČURYpPXĜt]HQt 
8FKD]HþL R ]DPČVWQiQt EXGRX RþHNiYDW åH LQIRUPDFH ]YHĜHMQČQp R




.H VYpPX SURYR]X SRWĜHEXMH 63(1$'2 KPRWQp SUYN\ NWHUp QDNXSXMH RG
VYêFK GRGDYDWHOĤ 0H]L KODYQt GRGDYDWHOH SDWĜt GRGDYDWHOp HOHNWĜLQ\ YRG\ WHSOD, 
SRKRQQêFK KPRW D WDNp NDQFHOiĜVNêFK SRWĜHE LQWHUQHWX D WHOHIRQQtFK VOXåHE. Tito 
GRGDYDWHOp RþHNiYDMt åH EXGH VSROHþQRVW VYp ]iYD]N\ SODWLW YþDV D ĜiGQČ FRå
povede k GORXKRGREpVSROXSUiFL 
1.5 SWOT DQDOê]D 
6:27 DQDOê]D SRPiKi LGHQWLILNRYDW VLOQp D VODEp VWUiQN\ SĜtOHåLWRVWL D
KUR]E\ -HGQi VH R MHGQRGXFKê QiVWURM SUR VWDQRYHQt ILUHPQt VWUDWHJLH Y]KOHGHP
k YQLWĜQtP L YQČMãtP SRGPtQNiP ILUP\ &tOHP VSROHþQRVWL 63(1$'2 MH podpora 








          Tab. 1.1 - 6:27DQDOê]D 
=GURMYODVWQt 
K seVWDYHQt SR]LþQtFK PDS VH GRãOR SRPRFt Y\SOQČQt WDEXON\ YH NWHUp
]DPČVWQDQFL VSROHþQRVWL 63(1$'2 KRGQRWLOL MHGQRWOLYp VLOQp VODEp VWUiQN\
SĜtOHåLWRVti a hrozby. Na stupnici 1 ±  ]QiPNRYiQt MDNR YH ãNROH VH KRGQRWLOD
YêNRQQRVWDQDVWXSQLFL ±    Y\VRNi SUĤPČUQi Qt]Ni VHKRGQRWLOD
]iYDåQRVW 1iVOHGQČ VH ] WČFKWR KRGQRW Y\SRþtWDO SUĤPČU NWHUê VH ]D]QDþLO GR
SR]LþQtFKPDS 
Tab. 1.2 ± 6LOQpDVODEp VWUiQN\ 
 +RGQRFHQpIDNWRU\ 9êNRQQRVW =iYDåQRVW 
 6ODEpDVLOQpVWUiQN\ 1 ± 5 1 ± 3 
1. .YDOLILNRYDQtD]NXãHQt]DPČVWQDQFL 1,1 1,0 
2. Know ± how 2,3 1,8 
3. 2VREQtSĜtVWXS 1,9 1,3 
4. Flexibilita 1,9 2,0 
5. ,QWHUQtNRPXQLNDFH 3,4 1,0 
6. Konkurence na trhu 2,3 1,5 















Know ± how 9]GČOiYiQt]DPČVWQDQFĤ 
=NXãHQRVWLY komunikaci 
s poskytovateli dotace 
1HGRVWDWHþQiPDUNHWLQJRYi
komunikace 
=QDORVWPHWRGLFNêFKSRN\QĤ Konkurence na trhu 
2VREQtSĜtVWXS  
Flexibilita  
























Mezi VLOQpVWUiQN\ NWHUp MH
SRWĜHED XGUåHW SDWĜt NYDOLILNRYiQt
D]NXãHQt]DPČVWQDQFL s RVREQtP
SĜtVWXSHP N ]iND]QtNRYL ± tato 
VLOQiVWUiQNDPiSRGVWDWQê vliv na 
YêVOHGN\ VSROHþQRVti, MHOLNRå
v GQHãQt GREČ ]iND]QtFL SUHIHUXMt
RVREQtDRGERUQêSĜtVWXS 
0H]LVODEpVWUiQN\NWHUpMH
QXWQp SRVtOLW SDWĜt LQWHUQt NRPXQLNDFH 3RNXG EXGH VSUiYQČ IXQJRYDW NRPXQLNDFH
XYQLWĜ VSROHþQRVWL RGUD]t VH WR L QD NYDOLWČ SRVN\WRYDQêFK VOXåHE Marketingovou 
NRPXQLNDFLYQtPDMt]DPČVWQDQFLMDNRQHYê]QDPQRX 






SĜLQHVH QRYp SĜtOHåLWRVWL Y UiPFL
QRYêFK Yê]HY 2WHYĜHQt QRYêFK
SRERþHNYQtPDMt]DPČVWQDQFL jako 
QHYê]QDPQRX SĜtOHåLWRVW ] toho 
GĤYRGX åH MLå Q\Qt 63(1$'2
 +RGQRFHQpIDNWRU\ 3ĜtOHåLWRVW 3UDYGČSRGREQRVW~VSČFKX 
 3ĜtOHåLWRVWL 1 ± 5 1 ± 3 
1. =DKUDQLþQtSURMHNW\ 1,5 2,8 
2. 1RYpSURJUDPRYpREGREt 1,3 1,0 
3. =YêãHQt]iMPXRSRUDGHQVWYtY oblasti 
GRWDFt 
1,1 1,9 
4. 2WHYĜHQtQRYêFKSRERþHNYý5 3,3 2,6 
5. =OHSãHQtPDUNHWLQJRYpNRPXQLNDFH 1,9 1,5 
=GURMYODVWQt 
Graf 1.1 ± 3R]LþQtPDSD± VLOQpDVODEpVWUiQN\ 
Graf 1.2 - 3R]LþQtPDSD- SĜtOHåLWRVWL 
 =GURMYODVWQt 
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Y\XåtYi SĜHYiåQČ LQWHUQHWRYRX komunikaci, taNåH PRKRX EêW YH VSRMHQt VH 
]iND]QtNHP QD NWHUpPNROLY PtVWČ v republice. 2WHYĜHQt QRYêFK SRERþHN E\ SRX]H
]YêãLORQiNODG\DY NRQHþQpPGĤVOHGNXE\QHE\ORHIHNWLYQt 
Tab. 1.4 - Hrozby 
 
HodnocenpIDNWRU\ =iYDåQRVW 3UDYGČSRGREQRVWYêVN\WX 
 Hrozby 1 ± 5 1 ± 3 
1. /HJLVODWLYQt]PČQ\ 2,9 1,3 




4. Konkurence na trhu 2,4 1,1 







SPENADO v konkurenci na trhu 
SRUDGHQVWYt 'DOãt YêUD]QRX
hrozbou je problematika kontrol 
GRWDþQtFK SURMHNWĤ ýHVNi
UHSXEOLND Pi V þHUSiQtP
HYURSVNêFK GRWDFt SRWtåH = toho 
GĤYRGX SRKUR]LOD (YURSVNi
NRPLVHåHPĤåHGRMtWN ]DVWDYHQtXQLMQtFKGRWDFtSRNXGYOiGDQHGi
GRþHUYQDGRSRĜiGNXNRQWUROXDDXGLWGRWDþQtFKSURJUDPĤ [15], [16]  
1D]iNODGČ]DVWDYHQtGRWDFtE\V YHONRXSUDYGČSRGREQRVWt GRãOR NHVQtåHQt
]iMPXRSRUDGHQVWYtv REODVWLGRWDFt 
=GURMYODVWQt 




V VRXþDVQRVWL MH ]iND]QtN SRYDåRYiQ ]D MHGHQ ] QHMGĤOHåLWČMãtFK SUYNĤ
PDUNHWLQJRYpKRPLNURSURVWĜHGt1RUPDý61(1 ,62GHILQXMH ]iND]QtND MDNR
RUJDQL]DFLQHERRVREXNWHUiSĜLMtPiSUoduktQHERVOXåEX. Z pohledu tvorby zisku lze 
ĜtFW åH ]iND]QtN MH XUþLWêP ]SĤVREHP ÄHSLFHQWUXP³ ]LVNX 9ãHREHFQČ VH ]iND]QtN
FKiSH MDNRVXEMHNW NWHUpPX MHQDEt]HQiVOXåEDQHERSURGXNW=iND]QtN ]DVOXåEX
QHER SURGXNW SRVN\WXMH XUþLWRX SURWLKRGQRWX 1HMHGQi VH MHQ R NODVLFNp SHQČåLWp
SOQČQt ]iYD]NĤ -DNR SURWLKRGQRWD PĤåH EêW P\ãOHQR ãtĜHQt GREUpKR MPpQD
VSROHþQRVWL PH]L GDOãt SRWHQFLiOQt ]iND]QtN\ 3UR VSROHþQRVW L ]iND]QtND MH
VDPR]ĜHMPČGĤOHåLWpDE\WDWRYêPČQDSĜLQiãHODYêKRG\SURREČ]~þDVWQČQpVWUDny. 
Z YêãH XYHGHQpKR Y\SOêYi VNXWHþQRVW åH SUR VSROHþQRVW MH ]iND]QtN D MHKR
VSRNRMHQRVWDOIRXDRPHJRX~VSČFKX [1], [11] 
.DQDOê]H]iND]QtNĤ MH YKRGQp]YROLWPHWRGX673PDUNHWLQJX7DWRPHWRGD




K tomu, aE\E\OL]tVNiQtQRYt]iND]QtFL, MHQXWQpVLXYČGRPLWåH ]iND]QtN\VH
stanou pouze v SĜtSDGČ åH MLP SRVN\WRYDWHO VOXåE\ GRNiåH SRVN\WQRXW YãH FR VL
åiGDMtDSRWĜHEXMt-HSRWĜHED]RKOHGQLWLQGLYLGXiOQtSĜtVWXSN MHGQRWOLYêP]iND]QtNĤP
7RFRXVSRNRMt MHdnoho, nHPXVtY\KRYRYDWGUXKpPX$E\SRVN\WRYDWHOpYČGČOLFR










x 3R]RURYDWFKRYiQtD]Y\N\]iND]QtND. [9] 





ZiNODGQt PDUNHWLQJRYp WDNWLN\ N ]tVNiQt D XGUåHQt ]iND]QtND YêVWLåQČ
definoval Philip Kotler v GHYtWLERGHFK 
x 3RPRFt Y\ããtMDNRVWL, 




x 3RPRFt QHSĜHWUåLWpKR]GRNRQDORYiQtVOXåHEDSURGXNWĤ, 
x 3RPRFtYêURENRYêFKLQRYDFt, 
x 3RPRFtYVWXSXQDY\VRFHUĤVWRYpWUK\, 
x 3RPRFtSĜHNRQiYiQtRþHNiYiQt]iND]QtNĤ. [6] 




VWUDQD QDEtGQRXW GUXKp VWUDQČ =iNODGQt ~ORKRX VOXåE\ MH XVSRNRMHQt SRWĜHE
]iND]QtNĤ 6OXåED MH Y ]iVDGČ QHKPRWQi WR ]QDPHQi åH QHGRFKi]t N SĜHYRGX
YODVWQLFWYtDPĤåHDOHQHPXVtEêWVSRMHQDV KPRWQêPSURGXNWHP[12] 
2.2.1 .ODVLILNDFHVOXåHE 
6HNWRU VOXåHE MH ]QDþQČ UR]ViKOê D SĜHGVWDYXMH PQRKR UĤ]QêFK þLQQRVWt
Z WRKRWRGĤYRGX MH YKRGQpVOXåE\UR]WĜtGLW SRGOH MHMLFKFKDUDNWHULVWLFNêFKYODVWQRVWt





x 7HUFLiOQt ± W\SLFNêPSĜtNODGHPMVRXUHVWDXUDFHDKRWHO\KROLþVWYtDNDGHĜQLFWYt
SUiGHOQ\ þLVWtUQ\ ĜHPHVOQLFNp SUiFH GĜtYH SURYiGČQp GRPD D GDOãt GRPiFt
VOXåE\ 
x .YDUWpUQt ± ]GH VH ĜDGt GRSUDYD REFKRG NRPXQLNDFH ILQDQFH, 
FKDUDNWHULVWLFNêP U\VHP MH XVQDGĖRYiQt UR]GČORYiQt þLQQRVWt D WtP L
]HIHNWLYQČQtSUiFH 













NYDOLWX QDEt]HQp VOXåE\ O]H RYČĜLW Då SĜL QiNXSX D VSRWĜHEČ VOXåE\ -HGQi VH
QDSĜtNODGRVSROHKOLYRVWRVREQtSĜtVWXSSRVN\WRYDWHOHVOXåE\GĤYČU\KRGQRVW MLVWRWD
DSRG 1HKPRWQRVW VOXåE\ MH SĜtþLQRX åH ]iND]QtN REWtåQČ KRGQRWt NRQNXUXMtFt VL
VOXåE\-HSURQČM WČåãtXUþLWNWHUiVOXåED MH OHSãt7DNpVHREiYiUL]LNDVSRMHQpKR
s QiNXSHP VOXåE\-DNR]iNODGSURKRGQRFHQtNYDOLW\VOXåE\SRXåtYiFHQXDNODGH
GĤUD] QD RVREQt ]GURMH LQIRUPDFt D QD GRSRUXþHQt VWiYDMtFtFK ]iND]QtNĤ
3RVN\WRYDWHOVOXåE\PXVtGEiWQDGREUpMPpQRVSROHþQRVWLDSUDFRYDWQDUR]ãLĜRYiQt
SR]LWLYQtFK UHIHUHQFt 'ĤOHåLWp MH NRPXQLNRYDW VH ]iND]QtN\ D GRSRGUREQD MLP
Y\VYČWORYDW FR VOXåED REQiãt FR VOXåERX ]tVNDMt DE\ VL GRNi]DOL VSRMLW ]tVNDQp
YêKRG\V FHQRXNWHURX]DVOXåEXSRVN\WRYDWHOSRåDGXMH  
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1HRGGČOLWHOQRVW VOXåE\ MH GDOãt VSHFLILFNRX YODVWQRVWt -HGQDN VH MHGQi R
QHRGGČOLWHOQRVWPtVWDÄYêURE\³RGPtVWDVSRWĜHE\D MHGQDNRQHRGGČOLWHOQRVWVOXåHE
od jejich poskytovatele. 3UR YČWãLQX VOXåHESODWt åH MVRX VSRWĜHERYiQ\ QD VWHMQpP
PtVWČDYHVWHMQpPþDVHNGH MVRXSRVN\WRYiQ\3RVN\WRYDWHOVOXåE\D]iND]QtNVH
PXVt VHWNDW Y PtVWČ D Y þDVH WDN DE\ YêKRGD NWHURX ]iND]QtN ]tVNi SRVN\WQXWtP
VOXåE\PRKODEêWUHDOL]RYiQD 'DOãtDVSHNWQHRGGČOLWHOQRVWLVOXåHEMHWHQåHY mysli 
]iND]QtNDMVRXVOXåE\SRGVWDWQČVSRMHQ\V RVRERXNWHUiMHSRVN\WXMH3UDFRYQtFLYH
VOXåEiFKMVRXGĤOHåLWtQHMHQRPSĜLQDYUKRYiQtDĜt]HQtSURFHVXMHMLFKSRVN\WRYiQtDle 




X VOXåHE Y SRMLãĢRYQLFWYt EDQNRYQLFWYt Y FHVWRYQtP UXFKX DOH WDNp Y PHGLFtQČ D




3URPČQOLYRVW VOXåE\ ]QDPHQi åH NYDOLWD VH NWHURX MH VOXåED SRVN\WRYiQD
]iYLVt QD WRP NêP MH SRVN\WRYiQD NG\ NGH D MDN MH SRVN\WRYiQD 3URPČQOLYRVW
VRXYLVtSĜHGHYãtPVHVWDQGDUGHPNYDOLW\VOXåE\V SURFHVXSRVN\WRYiQtVOXåE\MVRX
SĜtWRPQLOLGp]iND]QtFLDSRVN\WRYDWHOpVOXåHE1HO]HYåG\SĜHGYtGDWMHMLFKFKRYiQt
V SĜtSDGČ ]iND]QtNĤ MH GRNRQFH REWtåQp VWDQRYLW XUþLWp QRUP\ FKRYiQt = toho 
Y\SOêYiåH]SĤVRESRVN\WQXWpMHGQpDWpåHVOXåE\VHPĤåHOLãLW'RFKi]tLN WRPXåH
MHGHQ D Wêå þORYČNPĤåH WHQWêå GHQ SRVN\WQRXW MLQRX NYDOLWX MtP QDEt]HQp VOXåE\
3URPČQOLYRVW VOXåE\ MH SĜtþLQRX åH ]iND]QtN QHPXVt YåG\ REGUåHW Vtejnou kvalitu 
VOXåE\6SROHþQRVWLSRVN\WXMtFtVOXåE\PRKRXSRGQLNQRXWQČNROLNNURNĤSUR]DMLãWČQt
NYDOLW\0H]LQČSDWĜt LQYHVWLFHGRNYDOLWQtFKSRVWXSĤSURSĜtMHPD]DãNROHQtQRYêFK
]DPČVWQDQFĤ âNROHQt NOtþRYêFK SUDFRYQtNĤ MH QH]E\WQp N tomu, aby byli schopni 
SURYiGČW DNFH þL SRGQLNDW NURN\ QXWQp N ]DMLãWČQt VSUiYQp REVOXK\ D XVSRNRMLYpKR
Y\ĜL]RYiQt VWtåQRVWt ]iND]QtNĤ 'UXKêP NURNHP N Ĝt]HQt NYDOLW\ MH PRWLYDFH
]DPČVWQDQFĤ SRPRFt SURJUDPĤ NWHUp ]GĤUD]ĖXMt D RGPČĖXMt NYDOLWX 7ĜHWtP
SRVWXSHP NH ]Y\ãRYiQt NYDOLW\ MH ]YLGLWHOQČQt ]DPČVWQDQFĤ D ]YêãHQt MHMLFK
]RGSRYČGQRVWLYĤþL]iND]QtNRYL[5], [12] 
21 
3RPtMLYRVW VOXåE\ ]QDPHQi åH VOXåE\ QHO]H VNODGRYDW SUR SR]GČMãt SURGHM
QHERSRXåLWt3RPtMLYRVWQHQtSUREOpPMH-OLSRSWiYNDVWiOi-DNPLOHSRSWiYNDNROtVi 
PDMt VSROHþQRVWL SRVN\WXMtFt VOXåE\ SUREOpP\ 'ĤVOHGNHP MH VQDKD VODGLW QDEtGNX
s SRSWiYNRX 6SROHþQRVWL SRVN\WXMtFt VOXåE\ PRKRX Y\XåtW QČNROLN VWUDWHJLt
k Y\URYQiQt QDEtGN\ V SRSWiYNRX 1D VWUDQČ SRSWiYN\ MH WR GLIHUHQFRYDQi FHQRYi
SROLWLND-HGQiVHR~þWRYiQtUĤ]QêFKFHQY UĤ]QpGREČ7RYHGHNH]QDþQpIOH[LELOLWČ
FHQ VOXåHE 'iOH MHSDNPRåQRVW Y\WYiĜHW SRSWiYNXPLPR ãSLþNX%ČKHPãSLþN\ þL
VH]yQ\ MH PRåQp þHNDMtFtP ]iND]QtNĤP QDEtGQRXW DOWHUQDWLYQt VOXåE\ 3ĜL SUiFL
s SRSWiYNRX SRPiKDMt UH]HUYDþQt V\VWpP\ NWHUp ĜtGt ~URYHĖ SRSWiYN\ 1D VWUDQČ
QDEtGN\ PRKRX VSROHþQRVWL SĜLMtPDW ]DPČVWQDQFH QD þiVWHþQê ~YD]HN NWHĜt
pomohou v NULWLFNêFK REGREtFK 7DNp O]H QČNWHUp QHNRPSOLNRYDQp ~NRO\ SĜHVXQRXW
QD]iND]QtN\3RPtMLYRVWMHSĜtþLQRXåH]iND]QtNVOXåEXREWtåQČUHNODPXMH[12] 
1HPRåQRVW YODVWQLFWYt VOXåE\ VRXYLVt s MHMt QHKPRWQRVWt D SRPtMLYRVWt 3ĜL
SRVN\WRYiQtVOXåE\QH]tVNiYi]iND]QtNåiGQpYODVWQLFWYt.XSXMHVLSRX]HSUiYRQD
SRVN\WQXWtVOXåE\1HPRåQRVWYODVWQLWVOXåE\ MHSĜtþLQRXåH]iND]QtNYODVWQt pouze 
SUiYR QD SRVN\WQXWt VOXåE\ D NH VOXåEČPi þDVWR SĜtVWXS MHQ SR RPH]HQRX GREX
.YĤOL QHPRåQRVWL VOXåEX YODVWQLW VH PXVt SRVN\WRYDWHOp VQDåLW SRVLORYDW LGHQWLWX
]QDþN\DVSĜt]QČQRVWVH]iND]QtNHPSRPRFtQiVOHGXMtFtFKPHWRG 
x Mohou posilovat identitu znDþN\VOXåE\DVSĜt]QČQRVWVH]iND]QtNHP 
x 0RKRXSRXåtYDWSREtGN\N RSDNRYDQpPXY\XåLWtVOXåHE 




VRXþiVWtYêURENXDOH MH MLPRåQp]DNRXSLW LVDPRVWDWQČ =iND]QtFLVHFKRYDMt YåG\
SRGOHXUþLWpKRY]RUFHNWHUêSĜHGVWDYXMHMHMLFKQiNXSQtFKRYiQt7RWRFKRYiQtVRXYLVt
s QiNXSHPY\XåtYiQtPDVSRWĜHERXVOXåE\ 
6SROHþQRVWLPDMt REY\NOH SĜL QiNXSX VORåLWČMãt UR]KRGRYiQt QHå VSRWĜHELWHOp
V MHMLFK QiNXSHFK VH REY\NOH WRþt YČWãt REMHP\ ILQDQþQtFK SURVWĜHGNĤ VORåLWp
HNRQRPLFNpD WHFKQLFNp~YDK\D LQWHUDNFHPQRKR OLGt QDPQRKD~URYQtFK NXSXMtFt
VSROHþQRVWL-HOLNRå MVRXW\WRREFKRG\QiURþQČMãtDVORåLWČMãtPRKRXVHVSROHþQRVWL
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&HOê SURFHV UR]KRGRYiQt ]DþtQi UR]SR]QiQtP SRWĜHE D SĜiQt ]iND]QtND
1iNXSQtSURFHV]DþtQiWtPåHVLQČNGRXYČGRPtSUREOpPQHERSRWĜHEXNWHURXO]H
uspokRMLWSRĜt]HQtPXUþLWpVOXåE\3UiYČSUREOpPMHUR]GtOHPPH]LSĜiQtPDUHiOQêP
stavem. V SĜtSDGČ YêURENX MH SUREOpP ]SĤVREHQê QDSĜtNODG VOHYDPL QHER
reklamami. K WRPXWR NURNX GRFKi]t SRX]H Y SĜtSDGČ åH VH ]iND]QtN UR]KRGQH
QHXVSRNRMLW ViP DOH Y\XåLMH VOXåHE GRGDYDWHOH 5R]SR]QiQt SUREOpPX PĤåH EêW
GĤVOHGNHPLQWHUQtFKQHERH[WHUQtFKVWLPXOĤ 
2.3.2 6KURPDåćRYiQtLQIRUPDFt 
7HQWR NURN QDYD]XMH QD NURN SĜHGFKi]HMtFt 0QRåVWYt LQIRUPDFt ]iOHåt QD
NRQNUpWQtP SUREOpPX =iND]QtN ]tVNiYi LQIRUPDFH EXć ] LQWHUQtKR QHER H[WHUQtKR
SURVWĜHGt ,QWHUQt LQIRUPDFH MVRX Y SRGVWDWČ MHKR YODVWQt ]NXãHQRVWL 3RNXG QHMVRX
W\WRSR]QDWN\GRVWDþXMtFtY\XåLMHLQIRUPDFHH[WHUQt-HGQiVHRLQIRUPDFHRGSĜiWHO
z QRYLQLQWHUQHWXQHERMLQêFKPpGLt&RVHWêþHSUHIHUHQFtMVRX] pohledu ]iND]QtND
OHSãtLQWHUQtLQIRUPDFH-HGQiVHRMHKRYODVWQt]NXãHQRVWWDNåH]iND]QtNYt, o jakou 
VOXåEXVHMHGQiDY MDNpNYDOLWČMHSRVN\WRYiQD=iND]QtNGDQRXVOXåEXMLåY minulosti 
Y\XåLO 7DWR Ii]H QiNXSQtKR SURFHVX Y SRGVWDWČ ]QDPHQi UR]KRGQXWt R QHMOHSãtFK




z UĤ]QêFK DOWHUQDWLY 7\WR DOWHUQDWLY\ PXVt SĜHG QiNXSHP ]YiåLW =iND]QtN VL
VWDQRYXMH XUþLWi NULWpULD NWHUi MVRX SUR QČKR GĤOHåLWi1D ]iNODGČ WČFKWR NULWpULt se 
QiVOHGQČUR]KRGQHSURXUþLWê W\SVOXåE\.ULWpULDPRKRXEêWQDSĜtNODGFHQDNYDOLWD
VOXåE\ DWPRVIpUD SURGHMH NYDOLILNDFH ]DPČVWQDQFĤ D SRGREQČ -DNR QHMYKRGQČMãt
DOWHUQDWLYXE\PČO]YROLW WXNWHUiPXSĜLQHVHQHMYČWãtXåLWHN DQHMOpSHXVSRNRMt MHKR





QHMYtFH Y\KRYXMH MHKR SRåDGDYNĤP D ]iURYHĖ GRNiåH XVSRNRMLW MHKR SRWĜHE\







]SRPDOt QHERGRNRQFH~SOQČ ]DVWDYt0H]L QHRþHNiYDQpXGiORVWL PĤåHPH]DĜDGLW
QDSĜtNODGVQtåHQtFHQXNRQNXUHQFH]PČQXSUHIHUHQFt]iND]QtNDDSRGREQČ 
3ĜLQiNXSX]iND]QtNSRFLĢXMHMLVWpriziko'tN\WRPXåHVOXåE\PDMtQHKPRWQê













MHGQi R WR ]GD þDV NWHUê ]iND]QtN YČQRYDO KOHGiQtP YKRGQp VOXåE\ RGSRYtGi
NYDOLWČ GDQp VOXåE\ -HOLNRå MH SUR ]iND]QtND GĤOHåLWê Qi]RU RNROt YQtPi XUþLWp
VSROHþHQVNp UL]LNR NWHUp MH VSRMHQp V Qi]RUHP MHKR URGLQ\ SĜiWHO D EOt]NêFK
(NRORJLFNpUL]LNRVH]DEêYiPRåQêPRKURåHQtPåLYRWQtKRSURVWĜHGt. [1], [2] 
3R ]YiåHQt YHãNHUêFK UL]LN GRFKi]t NH NRPXQLNDFL PH]L SRVN\WRYDWHOHP
VOXåE\ SURGHMFHP D SĜtMHPFHP VOXåE\ ]iND]QtNHP 9 WpWR Ii]L MH GĤOHåLWp DE\
IXQNFLSRVN\WRYDWHOHVOXåE\SOQLOL ]RGSRYČGQtDNYDOLILNRYDQt OLGpNWHĜt MVRXVFKRSQL
GDQRX VOXåEX SURGDW D ]iURYHĖ SRVN\WQRXW ]iND]QtNRYL RGSRYČGL QD YãHFKQ\ MHKR
SĜtSDGQpRWi]N\ 
2.3.5 3RQiNXSQtKRGQRFHQt 




Pokud VOXåED RGSRYtGi SRåDGDYNĤP ]iND]QtND GRFKi]t N RSČWRYQpPX
QiNXSX VOXåE\ D ]iND]QtN VH VWiYi YČUQêP ]iND]QtNHP VSROHþQRVWL 3UR
SRVN\WRYDWHOH VOXåE\ MH VDPR]ĜHMPČ YêKRGD NG\å MH YČUQRVW ]iND]QtND
GORXKRGREČMãtKR FKDUDNWHUX 9 SĜtSDGČ NG\ VOXåED QHRGSRYtGi RþHNiYiQtP
]iND]QtNDSRVN\WRYDWHOVOXåE\DXWRPDWLFN\R]iND]QtNDSĜLFKi]t=iURYHĖSĜLFKi]tR
]LVN\SO\QRXFt] jeho YČUQRVWLDRSDNRYDQêFKQiNXSĤ[2] 
2.4 6SRNRMHQRVW]iND]QtNĤ 
+RGQRFHQtVSRNRMHQRVWL]iND]QtNDVH v GQHãQtGREČ VWiYiVWiOHYê]QDPQČMãt
6SRNRMHQRVW]iND]QtNDO]HGHILQRYDWMDNRVRXKUQSRFLWĤRGYR]HQêRGYHOLNRVWLUR]GtOĤ
PH]L MHKR SRåDGDYN\ D YQtPDQRX UHiOQRX KRGQRWRX 1RUPD ý61 (1 ,62 
XYiGt åH MH WR YQtPiQt ]iND]QtND WêNDMtFt VH VWXSQČ SOQČQt MHKR SRåDGDYNĤ









x 5R]YRMY]WDKĤVH]iND]QtNHP. [10] 
'HILQRYiQt VNXSLQ ]iND]QtNĤ E\ PČOR EêW SULPiUQt ]iOHåLWRVWt NDåGp
RUJDQL]DFHNWHUiVHQDWUKXRULHQWXMHSĜHGHYãtPQDQDSOĖRYiQtSRWĜHEDSRåDGDYNĤ
]iND]QtNĤ -HGQRWOLYp VNXSLQ\ ]iND]QtNĤ PRKRX PtW UR]OLãQp SRåDGDYN\ QD
GRGiYDQpVOXåE\SURWRE\PČODEêWRWi]NDVHJPHQWDFH]iND]QtNĤĜHãHQDY VDPpP
]DþiWNX VQDK R QDSOĖRYiQt SULQFLSX ]DPČĜHQt QD ]iND]QtND YH YãHFK V\VWpPHFK
managementu jakosti. 
Aby byla organizace schopna uspokojovat SRåDGDYN\ VYêFK ]iND]QtNĤ, je 
QXWQp]QiWMHMLFKSRåDGDYN\DWRMDNW\VRXþDVQpWDN]HMPpQDW\EXGRXFtýtPOpSH
VH SRGDĜt ]MLVWLW SRåDGDYN\ WtP MH YČWãt ãDQFH N GRVDåHQt VSRNRMHQRVWL ]iND]QtND
Vzhledem k WRPX åHVHSRåDGDYN\ ]iND]QtNĤ QHXVWiOH Y\YtMHMt MHMLFKXUþHQtQHO]H 
zjistit MHGQRUi]RYČDOHPXVtVHQXWQČMHGQDWRSUĤEČåQRXDNWLYLWX 
0ČĜHQt VSRNRMHQRVWL ]iND]QtNĤ MH SURFHV YH NWHUpP MH ~þHOHP ]tVNDW RG
]iND]QtNĤ ~GDMH R PtĜH YQtPiQt GRGiYDQêFK VOXåHE V FtOHP NYDQWLILNRYDW ~URYHĖ 
WRKRWRYQtPiQt7HQWRSURFHVY\åDGXMHLQRUPDý61(1,623RVWXS\PČĜHQt
VSRNRMHQRVWL ]iND]QtNĤ MVRX QHMHIHNWLYQČMãt þLQQRVWt SĜL QDSOĖRYiQt SULQFLSX ]SČWQp




1HMVSROHKOLYČMãt FHVWRX MDN ]Y\ãRYDW PtUX VSRNRMHQRVWL ]iND]QtNĤ MH




spokojenosWL ]iND]QtND PĤåH PDQDJHPHQWX SRPRFL Y UR]KRGRYiQt R WRP MDNêP
VPČUHPVHY\GDWSĜL]OHSãRYiQtYêNRQQRVWLRUJDQL]DFH[14] 
2.4.1 9ê]QDPNYDOLW\VOXåHE 
9ê]QDP NYDOLW\ QHXVWiOH URVWH V URVWRXFtPL QiURN\ ]iND]QtNĤ 3RGPLĖXMH
VWXSHĖ VSRNRMHQRVWL ]iND]QtNĤ ]Y\ãXMH MHMLFK ORDMDOLWX D RYOLYĖXMH ]LVNRYRVW
SRVN\WRYDWHOĤ VOXåHE 'tN\ QHKPRWQRVWL D KHWHURJHQLWČ VOXåHE SĜHGVWDYXMH NYDOLWD







)XQNþQt NYDOLWD VH ]DEêYi ]NRXPiQtP WRKR MDN E\OD VOXåED SRVN\WRYiQD
3RVX]XMHVHY]iMHPQi LQWHUDNFHPH]LSRVN\WRYDWHOHPVOXåE\D]iND]QtNHP -HGQi
se kRQNUpWQČ o SĜtVWXS SRVN\WRYDWHOH N ]iND]QtNRYL 9QtPiQt IXQNþQt NYDOLW\ EêYi
VXEMHNWLYQČMãt 2YOLYĖXMH ML SURVWĜHGt YH NWHUpP MH VOXåED SRVN\WRYiQD FKRYiQt
]DPČVWQDQFĤSRVN\WRYDWHOHVOXåE\GpONDþHNDFtGRE\DSRG  
7HFKQLFNiDIXQNþQtNYDOLWDVHSRGtOHMtQDLPDJHRUJDQL]DFHNWHUiPiYOLYQD




.ULWpULD NWHUi]iND]QtNREY\NOH ]NRXPiSĜLKRGQRFHQtNYDOLW\ VHGDMt VORXþLW
GRSČWLREODVWtDWR 
x +PRWQpSUYN\± ]GHSDWĜtQDSĜtNODGWHFKQLFNêVWDYDY]KOHG]DĜt]HQtDEXGRY
Y]KOHG ]DPČVWQDQFĤ D MHMLFK REOHþHQt ~SUDYD NRPXQLNDþQtFK PDWHULiOĤ D
StVHPQRVWt 
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x Spolehlivost ± ]GHSDWĜt SĜHVQRVWYêNRQXVOXåE\QDSOQČQtXåLWNXV SRVN\WQXWtP
VOXåE\ 
x Schopnost reakce ± zde SDWĜt VFKRSQRVW UHDJRYDW QDSRåDGDYN\ ]iND]QtND
YVWĜtFQRVWVQDKDDDGDSWDELOLWD 
x Jistota ± ]GH SDWĜt VFKRSQRVWL NYDOLILNDFH ]GYRĜLORVW GĤYČUyhodnost, 
EH]SHþQRVW 




a vyhodnocoYiQt LQIRUPDFt WêNDMtFtFKVHXUþLWpKRSUREOpPX-HGQiVHRFtOHYČGRPê
SURFHV VPČĜXMtFt N RSDWĜHQt NRQNUpWQtFK LQIRUPDFt NWHUp QHO]H ]tVNDW MLQêP






2EČ W\WR KODYQt HWDS\ Y VREČ ]DKUQXMt QČNROLN ]D VHERX QiVOHGXMtFtFK NURNĤ NWHUp
VSROX~]FHVRXYLVtDY]iMHPQČVHSRGPLĖXMt2EHFQČ MVRX W\WRNURN\FKiSiQ\ MDNR
VOHGSRVREČMGRXFtFKþLQQRVWt7R]QDPHQiåHYêVWXS] SĜHGHãOpKRNURNXVHVWiYi
YVWXSHP QiVOHGXMtFtP Z WRKR Y\SOêYi åH SĜtSDGQp QHGRVWDWN\ NWHUp VH REMHYt












R QHMREWtåQČMãt NURN FHOpKR PDUNHWLQJRYpKR Yê]NXPX 9ê]NXPQê SUREOpP Y\FKi]t
z PDUNHWLQJRYêFK SUREOpPĤ VSROHþQRVWL -H QXWQp VH Y\YDURYDW SĜtOLã ~]Np QHER
QDRSDNSĜtOLããLURNpGHILQLFLSUREOpPX'HILQRYiQtSUREOpPXY\VYČWOXMH~þHOYê]NXPu 
D Y\PH]XMH MHKR FtOH3RSHþOLYp GHILQLFL SUREOpPX VL VSROHþQRVWPXVt VWDQRYLW FtOH
Yê]NXPX 
&tOH VH OLãtY ]iYLVORVWLQD]DGiQtDVLWXDFLýtPSĜHVQČML MHFtOGHILQRYiQ WtP
SĜHVQČMãtRGSRYČGLVH] Yê]NXPX]tVNDMt&tOHPVHUR]XPtQDOH]HQtKODYQtKRIDNtoru, 
NWHUê XUþXMH GDOãt VPČU SUiFH 0DUNHWLQJRYê Yê]NXPPĤåHPtW WĜL W\S\ FtOĤ &tOHP
LQIRUPDWLYQtKR Yê]NXPX MH ]tVNDW SĜHGEČåQp LQIRUPDFH SUR SR]QiQt SRYDK\
]NRXPDQpKR SUREOpPX D QDYUKQRXW K\SRWp]\ &tOHP GHVNULSWLYQtKR Yê]NXPX MH
SRSVDW XUþLWp FKDUDNWHULVWLN\ &tOHP NDX]iOQtKR Yê]NXPX MH SUR]NRXPDW Y]WDK\
SĜtþLQ\DGĤVOHGN\RWHVWRYiQtPK\SRWp]&tOHYê]NXPXE\PČO\ MDVQČGHILQRYDW, co 
PiEêWYê]NXPHP]MLãWČQR[4], [7]  
'DOãtP NURNHP SĜtSUDYQp HWDS\ PDUNHWLQJRYpKR Yê]NXPX MH IRUPXORYiQt
Yê]NXPQêFKK\SRWp]+\SRWp]\MVRXGRPQČQN\RSRYD]H]MLãĢRYDQêFKY]WDKĤNWHUp




+\SRWp]\ SRPiKDMt N OHSãt LQWHUSUHWDFL YêVOHGNĤ SURWR WYRĜt ]iNODG SUR ]iYČUHþQi
GRSRUXþHQtPDnagementu. [8] 










SOiQX Yê]NXPQpKR SURMHNWX. 3OiQ Yê]NXPX SĜHGVWDYXMH PČĜtWNR ~VSČFKX D je 
VSHFLILFNêGOHNRQNUpWQtKRSĜtSDGX9ê]NXPQêSOiQE\PČOEêW MDVQêVUR]XPLWHOQêD










V ]DGiQtSURMHNWX E\PČOREêWXYHGHQRFR]DGDYDWHOSRåDGXMHDMDk to bude 
ĜHãHQR 2EY\NOH ]DGiQt REVDKXMH Yê]NXPQê SUREOpP Yê]NXPQp FtOH D Yê]NXPQp
K\SRWp]\ V ]iYLVORVWLQDYê]NXPQpPSUREOpPXDFtOLMHXUþHQRMDNpW\S\GDWEXGRX
VKURPDåćRYiQ\DMDNêP]SĤVREHPEXGRXVKURPDåćRYiQ\ 
'iOH MHSRWĜHED UR]KRGQRXWR typu SURYiGČQpKRYê]NXPX]GDEXGHYê]NXP
SUREtKDWSRGOHFtOĤYê]NXPXH[SORUDWLYQtGHVNULSWLYQtNDX]iOQtQHERSRGOHSRYDK\
GDWNYDQWLWDWLYQtNYDOLWDWLYQt9 ]iYLVORVWLQDW\SXYê]NXPXVHY\EtUiPHWRGDVEČUX
dat NWHUi EXGH SĜL Yê]NXPX SRXåLWD GRWD]RYiQt SR]RURYiQt H[SHULPHQW
1HMUR]ãtĜHQČMãtPHWRGRXVEČUXGDWMHGRWD]RYiQt8WpWRPHWRG\VHUR]OLãXMt MHGQRWOLYp
W\S\ D WR RVREQt WHOHIRQLFNp RQOLQH HOHNWURQLFNp D StVHPQp 3ĜL VEČUX GDW MVRX
SRXåtYiQ\ QiVWURMH NWHUp SRPiKDMt SĜL ]tVNiYiQt GDW QHER MHMLFK ]D]QDPHQiYiQt
V SĜtSDGČ GRWD]RYiQt VH MHGQi R GRWD]QtN QHER ]i]QDPRYê DUFK NWHUê VORXåt
k ]D]QDPHQiYiQt SRX]H NyGĤ RGSRYČGt 9H Yê]NXPQpP SOiQXPXVt EêW XYHGHQR
NWHUêQiVWURMEXGHY\XåLWDMDNpEXGHPtWSDUDPHWU\ 
3URVWĜHGQLFWYtP Yê]NXPQpKR SOiQX MH ]tVNiQ QiVWURM SUR SURYiGČQt NRQWURO\ 
YãHFK þLQQRVWt Yê]NXPQpKR SURFHVX 3URWR E\ Y SOiQXPČOy EêW VSHFLILNRYiQ\ GYČ
REODVWLDWR~NRO\MHGQRWOLYêFKSUDFRYQtNĤDþDVRYpUR]YUåHQtMHGQRWOLYêFKþLQQRVWt 
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1HMMHGQRGXããtDQHMSĜHKOHGQČMãt IRUPRX WRKRWRY\MiGĜHQt MH WDEXOND YHNWHUp
jsou v ĜiGFtFKXYHGHQ\MHGQRWOLYpDNWLYLW\DYHVORXSFtFKþDVRYêUR]YUKWČFKWRDNWivit. 
=iURYHĖPXVtEêW z WDEXON\SDWUQpNGRMH]DMHGQRWOLYpDNWLYLW\]RGSRYČGQê 
6RXþiVWt Yê]NXPQpKR SOiQX MH L QDVWDYHQt NRQWUROQtFK PHFKDQLVPĤ NWHUp
SRVN\WXMt RGSRYČGL QD RWi]N\ MDN EXGRX Y\EUDQp REODVWL ĜHãHQt SUREOpPX
UHDOL]RYiQ\MDNVHEXGHSURYiGČWNRQWUROD-HGQiVHRNRQWUROXVSUiYQRVWL]DGiQtD
Y\PH]HQtYê]NXPXSRPRFtSLORWiåHNRQWUROXQDYUåHQpPHWRGLN\DQiVWURMĤVEČUXQD




PČO EêW VRXþiVWt NDåGpKR Yê]NXPQpKR SURMHNWX 3ĜHGYê]NXP VH SURYiGt QD PDOp
VNXSLQČ UHVSRQGHQWĤ -HGQi VH R WHVW ]SĤVREX VEČUX GDW D QiVWURMĤ SRXåLWêFK NH
VEČUX9 SĜtSDGČGRWD]RYiQtVHMHGQiRWHVWRYiQtGRWD]QtNX&tOHPMHRWHVWRYDWMHKR










9êEČUYKRGQpPHWRGy VEČUXGDW v PDUNHWLQJRYpPYê]NXPXSĜHGVWDYXMHãLUãt
SĜtVWXS N RWi]FH, MDN ĜHãLW GDQê SUREOpP 6SHFLILþWČMãtP ]SĤVREHP VEČUX GDW MVRX
MHGQRWOLYp WHFKQLN\ 0H]L ]iNODGQt WHFKQLN\ SDWĜt GRWD]RYiQt SR]RURYiQt D
experiment. 'RWD]RYiQt VH GiOH UR]OLãXMH QD RVREQt StVHPQp WHOHIRQLFNp D
HOHNWURQLFNp 'RWD]RYiQt SĜHGVWDYXMH NODGHQt RWi]HN ]iND]QtNRYL 8 SR]RURYiQt je 
QH]E\WQiREMHNWLYLWDSR]RURYDWHOHNWHUê]D]QDPHQiYiSR]RURYDQê MHYD WR tak, aby 
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SR]RURYDQi RVRED QHYČGČOD åH MH SR]RURYiQD 3RNXG VH QHGDMt GDWD ]tVNDW
v UHiOQpPVYČWČY\XåtYiVHSUR]tVNiQtGDWexperiment([SHULPHQW\VHXVNXWHþĖXMt
v RUJDQL]RYDQpPSURVWĜHGtY SURVWĜHGtXPČOpPODERUDWRUQtP[3], [8] 
3RWp, FRMHVHVEtUiQSRåDGRYDQêSRþHWGDW, MHWĜHEDMH]NRQWURORYDWDXSUDYLW
aby mohOR GRMtW N MHMLFK DQDO\]RYiQt D N Y\YR]RYiQt ]iYČUĤ 8 kontroly dat se 
SURYČĜXMH 
x 9DOLGLWDGDWNWHUiSĜHGVWDYXMHSĜHVQRVWSODWQRVWYČURKRGQost, 
x Reliabilita datNWHUiSURYČĜXMHVSROHKOLYRVWVWiORVWDSUDYGLYRVW 
3ĜHGHYãtP VH NRQWUROXMH ~SOQRVW D þLWHOQost dat. 'tN\ WpWR NRQWUROH GRFKi]t
k PLQLPDOL]DFL ]NUHVOHQt YVWXSQtFK GDW 'DOãt NRQWURORX MH NRQWUROD ORJLFNi NWHUi
]NRXPi ]GD VEČU GDW SUREČKO NYDOLWQČ MHVWOL ]iND]QtN RGSRYtGDO SUDYGLYČ D ]GD
WD]DWHOVEČUGDWVNXWHþQČSURYHGO3R]RUQRVWVHYČQXMHWDNpQHXWUiOQtPRGSRYČGtP, 
WR]QDPHQiåH]iND]QtNSRXåLOQHXWUiOQtRGSRYČćQHYtPQHPiPQi]RU8VSUiYQČ


























3 METODIKA 9é=.808 
3.1 'HILQLFHSUREOpPX 
9ê]NXPQêP SUREOpPHP NWHUê E\O ]NRXPiQ E\OR PČĜHQt VSRNRMHQRVWL
]iND]QtNĤV SRVN\WRYDQêPLVOXåEDPLVSROHþQRVWL63(1$'2 
ÒþHOHP Yê]NXPX E\OR Y\KRGQRWLW FHONRYRX VSRNRMHQRVW ]iND]QtNĤ D Y\YRGLW
z WRKRGRSRUXþHQtSURYHGHQtVSROHþQRVWL 
3.2 &tOHYê]NXPX 
+ODYQtP FtOHP Yê]NXPX E\OR WHG\ PČĜHQt VSRNRMHQRVWL ]iND]QtNĤ
s SRVN\WRYDQêPi VOXåEDPL VSROHþQRVWL 63(1$'2 9ê]NXP RGSRYČGČO QD RWi]N\
MDNiMHFHONRYiVSRNRMHQRVW]iND]QtNĤ'tOþtPFtOHPE\ORXUþLWV þtPMVRX]iND]QtFL
spokojeni a s þtP VSRNRMHQL QHMVRX -HGQDOR VH QDSĜtNODG R ]MLãWČQt MDN KRGQRWt
VFKRSQRVWL D GRYHGQRVWL ]DPČVWQDQFĤ MDN MVRX VSRNRMHQL V ĜHãHQtP SĜtSDGQêFK
NRPSOLNDFtQHERMDNMVRXVpokojeni s MHGQRWOLYêPLDVSHNW\ SRVN\WRYDQêFKVOXåHE 
3.3 +\SRWp]\ 
1.   ]iND]QtNĤ MH velmi spokojeno s SRVN\WRYDQêPL VOXåEDPL VSROHþQRVWL
SPENADO. 
2. =iND]QtFLNWHĜtVHY SUĤEČKXVSROXSUiFHVHWNDOLV QČMDNêPLNRPSOLNDFHPLE\OL
spokojeni s MHMLFKĜHãHQtP(spokojen = velmi spokojen a spokojen). 
3. ]iND]QtNĤNWHĜt~VSČãQČXNRQþLOLVSROXSUiFLVHVSROHþQRVWL63(1$'2
pliQXMtL QDGiOHY\XåtYDWMHMtVOXåE\ 
4. ]iND]QtNĤVHRVSROHþQRVWL63(1$'2GR]YČGČOR] ZHERYêFKVWUiQHN 
3.4 3OiQYê]NXPX 




NWHUê REVDKRYDO  RWi]HN 7\S VKURPDåćRYiQt E\O WHG\ SULPiUQt 'RWD]RYiQt
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SUREtKDOR IDFH WR IDFH WHOHIRQLFNRX D HOHNWURQLFNRX IRUPRX GOH SRåDGDYNĤ
MHGQRWOLYêFK]iND]QtNĤ7D]DWHOLVHVWDOL]DPČVWQDQFLVSROHþQRVWL63(1$'2 
=iNODGQtP VRXERUHP E\OL YãLFKQL ]iND]QtFL VSROHþQRVWL 63(1$'2 DĢ MLå
VWiYDMtFtWDNLWLNWHĜtVHVSROHþQRVWt XNRQþLOLVSROXSUiFL-HGQDORVHR]iND]QtN\YH
YãHFKHWDSiFKUHDOL]DFHVSROXSUiFH 
'RWD]QtN E\O ]iND]QtNĤP SĜHGNOiGiQ Y WLãWČQp SRGREČ X GRWD]RYiQt IDFH WR
face a e-PDLOHPSĜL HOHNWURQLFNpPGRWD]RYiQt 3UR HOHNWURQLFNRXYHU]L E\O Y\WYRĜHQ
GRWD]QtN VH ]DãNUWiYDFtPL SROL 7HOHIRQLFNi IRUPD E\OD Y\XåLWD SĜL GRSOĖRYiQt
FK\EČMtFtFKRGSRYČGt 
7DWR Ii]H E\OD Y podsWDWČ UHDOL]DþQt Ii]t FHOpKR Yê]NXPX -DN E\OR YêãH
XYHGHQR GDWD E\OD VEtUiQD SRPRFt RVREQtKR HOHNWURQLFNpKR D WHOHIRQLFNpKR
GRWD]RYiQt&HONHPE\ORRVORYHQR]iND]QtNĤ] QLFKåYãLFKQLE\OLRFKRWQLGRWD]QtN
vyplnit. 
=tVNDQiGDWa SDNE\OD ]SUDFRYDQiSRPRFt06([FHO D VRIWZDUX6366Pro 
OHSãtYL]XDOizaci byly k YêVOHGNĤPY\WYRĜHQ\ SRWĜHEQpJUDI\ 
3.4.2 5R]SRþHW 
5R]SRþHWYê]NXPX]DKUQRYDO 
Tab. 3.1 - 5R]SRþHW 
3RORåND 3RþHWVWUDQ(km) .þNV (km) &HONHPY.þ 
TisNGRWD]QtNX 20 1,50 30,00 











Tab. 3.2 - +DUPRQRJUDPþLQQRVWt 
ýLQQRVW 
7êGHQ 
Listopad Prosinec Leden ÒQRU %ĜH]HQ Duben .YČWHQ ýHUYHQ 
'HILQLFHSUREOpPX X        
$QDOê]DWUKX 
 X       
2ULHQWDþQtDQDOê]D 
  X X     
3OiQYê]NXPX 
   X     
7YRUEDGRWD]QtNX 
   X     
7HVWRYiQtGRWD]QtNX 
    X    
6EČUGDW 
    X X   
=SUDFRYiQtGDW 
     X   
$QDOê]DGDW 
     X   
3ĜtSUDYD]SUiY\ 
     X X  
3UH]HQWDFH]SUiY\ 




x &tOHP RWi]N\ E\OR ]MLVWLW MDNpKR FKDUDNWHUX MH VSROXSUiFH VH VSROHþQRVWt 
63(1$'2=GDVHMHGQiRMHGQRUi]RYRXQHERGORXKRGRERXVSROXSUiFL 
b) 2Wi]NDþ 
x &tOHPRWi]N\E\OR]MLVWLWY MDNpHWDSČUHDOL]DFHVHQDFKi]tVSROXSUiFH 
x Pokud ziND]QtN ]DWUKO SUYQt D GUXKRX PRåQRVW SĜHãHO QD RWi]NX þ 
SRNXG]DWUKOWĜHWtPRåQRVWSRNUDþRYDOGiOe YHY\SOĖRYiQtGRWD]QtNX 
x 7DWRRWi]NDSRPRKODNe VWDQRYHQtYêVOHGNX K\SRWp]\þ 
c) 2Wi]NDþ 




x 7DWRRWi]NDSRPRKOD SĜLVWDQRYHQtYêVOHGNX K\SRWp]\þ 
d) 2Wi]NDþ 





x &tOHP RWi]N\ E\OR ]MLVWLW MDN ]iND]QtFL YQtPDMt ]DPČVWQDQFH VSROHþQRVWL
SPENADO a jak jsou spokojeni s MHMLFKSUDFt 
x 2GSRYČGL QD WXWR RWi]NX PRKRX SRPRFL ]MLVWLW ]DPČVWQDQFĤP MDNp
YODVWQRVWLE\PČOLYHY]WDKXVH]iND]QtNHPSRVtOLW 
f) 2Wi]NDþ 
x &tOHP RWi]N\ E\OR ]MLVWLW ]GD VH Y pUĤEČKX VSROXSUiFH VH VSROHþQRVWt 
SPE1$'2Y\VN\WO\QČMDNpNRPSOLNDFH 





x &tOHPRWi]N\E\OR]MLVWLWMDNVH]DPČVWQDQFLVWDYtN ĜHãHQtNRPSOLNDFt 
























x &tOHP WpWR RWi]N\ E\OR zjistit, R MDNRX VSROHþQRVW VH MHGQi, dle druhu 
VSROHþQRVWL. 
n) 2Wi]NDþ 
x &tOHP WpWRRWi]N\E\OR]MLVWLWR MDNYHONRXVSROHþQRVWVH MHGQiGOHSRþWX
]DPČVWQDQFĤ 
o) 2Wi]NDþ 
x &tOHPWpWRRWi]N\E\OR]MLVWLWVLOQpVWUiQN\VSROHþQRVWL63(1$'2] pohledu 
]iND]QtND, 
x 7DWR RWi]ND E\OD QHSRYLQQi E\OD SRX]H LnformDWLYQt WXGtå VH
nevyhodnocovala. 
p) 2Wi]NDþ 
x &tOHP WpWR RWi]N\ E\OR ]MLVWLW VODEp VWUiQN\ VSROHþQRsti SPENADO 
z SRKOHGX]iND]QtND 
x 7DWR RWi]ND E\OD QHSRYLQQi E\OD SRX]H LQIRUPDWLYQt WXGtå VH
nevyhodnocovala. 
q) 2Wi]NDþ 




7HVWRYiQt GRWD]QtNX SUREČKOR Y WHUPtQX  ± 18. 3. 2012 'RWD]QtN E\O
WHVWRYiQ ]DPČVWQDQFL VSROHþQRVWL 63(1$'2 7HVWRYiQt SUREthalo formou 
]NXãHEQtKR Y\SOQČQt D QiVOHGQpKR SĜLSRPtQNRYiQt MHGQRWOLYêPL ]DPČVWQDQFL. Na 
NRQHFSUREČKODVNXSLQRYiGLVNX]HQDGQHMDVQêPLERG\GRWD]QtNX 
3R ]DSUDFRYiQt YãHFK SĜLSRPtQHN E\OD Y\WYRĜHQD NRQHþQi YHU]H GRWD]QtNX
NWHUiE\ODSĜLSUDYHQDSURSĜHdlRåHQt ]iND]QtNĤP 
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4 $1$/é=$632.2-(1267, =È.$=1Ë.ģ 
4.1 9\KRGQRFHQtGRWD]QtNX 
7DWR þiVW MH YČQRYiQD Y\KRGQRFHQt MHGQRWOLYêFK RWi]HN GRWD]QtNX SRPRFt




1. -DNpKR FKDUDNWHUX MH E\OD 9DãH VSROXSUiFH VH VSROHþQRVWL 63(1$'2
Consulting, s.r.o.? 
 
Z JUDIX Y\SOêYi åH   ]H
YãHFK GRWi]DQêFK ]iND]QtNĤ
VSROXSUDFXMH VH VSROHþQRVWt 
63(1$'2GORXKRGREČ7RRGSRYtGi
 ]iND]QtNĤP 1HMYtFH XGUåXMt
GORXKRGRERX L MHGQRUi]RYRX
VSROXSUiFL VSROHþQRVWL V UXþHQtP
RPH]HQêP 
&HONRYČ, z 28 ziND]QtNĤNWHĜt
XGUåXMt GORXKRGREp Y]WDK\ VH  VHWNDOR Y SUĤEČKX VSROXSUiFH V QČMDNêPL
komplikacemi. S ĜHãHQtP WČFKWR NRPSOLNDFt MVRX SUĤPČUQČ VSRNRMHQL Då YHOPL
spokojeni. &RVHWêNiFHONRYpVSRNRMHQRVWLV SRVN\WRYDQêPLVOXåEDPL]iND]QtNĤ
NWHĜt XGUåXMt GORXKRGRERX VSROXSUiFL MVRX YHOPL VSRNRMHQL D  ]iND]QtNĤ MH
spokojeno'YD]iND]QtFL]DWtPQHWXãt]GDMVRXQHERQHMVRXVSRNRMHQL.  
9êVOHGN\ Y\SRYtGDMt R VQD]H VSROHþQRVWL 63(1$'2 XGUåRYDW VH ]iND]QtN\




    =GURMYODVWQt 
Graf 4.1 - 9\KRGQRFHQtRWi]N\þ 
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SRþWX ]iND]QtNĤ VH QDFKi]t   
v UHDOL]DþQt Ii]L VSROXSUiFH  
v ]iYČUHþQpIi]LD]iND]QtNĤ se 
FK\VWi podepsat smlouvuQHERMHGQi 
RSRGPtQNiFKVSROXSUiFH. 
=iND]QtFL NWHĜt XNRQþLOL
VSROXSUiFL XYiGČMt åH GRãOR
k ~VSČãQpPX QDSOQČQt SĜHGPČWX
VPORXY\ -HGHQ ]iND]QtN XNRQþLO VSROXSUiFL SURWRåH VH UR]KRGO åH QHSRWĜHEXMH
VOXåE\SRUDGHQVNpVSROHþQRVWLZ FHONRYpKRSRþWX]iND]QtNĤNWHĜtMVRXY ]iYČUHþQp
Ii]LSOiQXMtåHEXGRXLQDGiOHY\XåtYDWVOXåHEVSROHþnosti SPENADO. 6SROHþQRVW
E\SURWRPČOD SĜL VYpSUH]HQWDFL]GĤUD]QLW VORåLWRVWDGPLQLVWUDFHGRWDþQtFKSURMHNWĤD
z WRKRGĤYRGXSRWĜHEQRVWVOXåHESRUDGHQVNpVSROHþQRVWL.  
3. Z MDNpKR GĤYRGX MVWH XNRQþLOL VSROXSUiFL VH VSROHþQRVWL 63(1$'2
Consulting, s.r.o.? 
  
Z XYHGHQpKR JUDIX Y\SOêYi
åH X  ]iND]QtNĤ GRãOR N QDSOQČQt
VPORXY\ D MHGHQ ]iND]QtN VH
UR]KRGO åH VOXåE\ VSROHþQRVWL
63(1$'2QHSRWĜHEXMHDMHVFKRSHQ
VL ViP Y REODVWL GRWDFt SRUDGLW 
7HQWR ]iND]QtN WDNp XYHGO åH
FHONRYČ QHQt DQL VSRNRMHQ DQL
nesSRNRMHQ 2VWDWQt VH GČOt SĜHVQČ
QD SRORYLQX 3ČW MLFK MH VH VOXåEDPL
FHONRYČ YHOPL VSRNRMHQR D SČW VSRNRMHQR 9 WRP ]GD E\ VSROHþQRVW 63(1$'2
GRSRUXþLOLVHYãLFKQLVKRGOLDMHGQRKODVQČRGSRYČGČOLåHDQR 
    =GURMYODVWQt 
=GURMYODVWQt 
   Graf 4.2 - 9\KRGQRFHQtRWi]N\þ 
   Graf 4.3 - 9\KRGQRFHQtRWi]N\þ 
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Pouze 36,4  ]iND]QtNĤ NWHĜt MVRX Y ]iYČUHþQp Ii]L VSROXSUiFH SOiQXMH L
QDGiOHY\XåtYDWVOXåHEVSROHþQRVWL63(1$'21DW\WR]iND]QtN\E\VHVSROHþQRVW
PČOD ]DPČĜLW D VQDåLW VH XGUåHW GORXKRGREê Y]WDK QDSĜ SRPRFt DNWLYQt QDEtGN\
GDOãtFKVOXåHE 
4. 8YHćWH MDN MVWH VSRNRMHQL V QiVOHGXMtFtPL DVSHNW\ Y posN\WRYiQt VOXåHE
VSROHþQRVWL63(1$'2&RQVXOWLQJVUR 




spokojen, 2 ± spokojen, 3 ± ani 
spokojen, ani nespokojen, 4 ± 
nespokojen, 5 ± velmi 
nespokojen).  
Z JUDIX Y\SOêYi åH
]iND]QtFL QHMOpSH KRGQRWt
FKRYiQt D Y\VWXSRYiQt
]DPČVWQDQFĤXNWHUpKR MH]iND]QtNĤYHOPLVSRNRMHQRFRåRGSRYtGi. U 
dRVDåLWHOQRVWi SUDFRYQtNĤDĢXåVHMHGQiRGRVDåLWHOQRVWWHlefonem, e-mailem, nebo 
RVREQČ MH ]iND]QtNĤ YHOPL VSRNRMHQRD VSRNRMHQR1HMKĤĜHE\OD VSRNRMHQRVW
KRGQRFHQD X FHQ\ ]D VOXåE\ NGH E\OR SRX]H  ]iND]QtNĤ YHOPL VSRNRMHQR D 
nespokojenoFRåRGSRYtGiYãHFKGRWi]DQêFK.  
Z GRWD]QtNRYpKR ãHWĜHQt Y\SOêYi åH Y\VWXSRYiQt D FKRYiQt ]DPČVWQDQFĤ




    Graf 4.4 - 9\KRGQRFHQtRWi]N\þ 
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5. 2KRGQRĢWH MDN YQtPiWH YODVWQRVWL ]DPČVWQDQFĤ VSROHþQRVWL 63(1$'2
Consulting, s.r.o. 
  Graf 4.5 - 9\KRGQRFHQtRWi]N\þ 
=iND]QtFL KRGQRWLOL YODVWQRVWL ]DPČVWQDQFĤ
VSROHþQRVWL63(1$'2YHOPLSR]LWLYQČ9QtPDMtMH
MDNRSUDYGRPOXYQpRFKRWQpYVWĜtFQpDGĤNODGQp
&R VH WêþH SUDFRYQtFK SRYLQQRVWt KRGQRWt
]iND]QtFL ]DPČVWQDQFH MDNR SHþOLYp SUDFRYLWp
GĤNODGQp D IOH[LELOQt &HONHP   ]iND]QtNĤ
YQtPi]DPČVWQDQFHMDNRPLOp  
'RSRUXþHQtPSURPDQDJHPHQW MHQHXVWiOH
]Y\ãRYDW D UR]YtMHW NYDOLILNDFL ]DPČVWQDQFĤ
6\VWHPDWLFNêP SURFHVHP Y\WYiĜHQt SR]LWLYQtKR
SURVWĜHGt D SRGPtQHk k UR]ãLĜRYiQt NYDOLILNDFH, 
VSROHþQRVW ]Y\ãXMH PRWLYDFL D ORDMiOQRVW VYêFK
]DPČVWQDQFĤ 3RPRFt NYDOLILNRYDQêFK
]DPČVWQDQFĤ]Y\ãXMHWDNp]QDORVWQtSRWHQFLiOVSROHþQRVWLDVRXþDVQČLVSRNRMHQRVW
]DPČVWQDQFĤ 6SRNRMHQt ]DPČVWQDQFL VH ]WRWRåQt V YL]t VSROHþQRVWL D WtP SiGHP
RGYiGČMtNYDOLWQČMãtSUiFL 
6. Vyskytly se v GREČ9DãtVSROXSUiFHQČMDNpNRPSOLNDFH" 
Graf 4.6 - 9\KRGQRFHQt RWi]N\þ 
&HONRYČ VH   GRWi]DQêFK
setkalo v GREČ VSROXSUiFH V QČMDNêPL
komplikacHPL 7R RGSRYtGi 
]iND]QtNĤP &R VH WêNi ĜHãHQt WČFKWR
NRPSOLNDFt  ]iND]QtNĤ XYHGOR åH
jsou velmi spokojeni s FKRYiQtP
]DPČVWQDQFĤ  FKYiOLOR NYDOLWX
NRPXQLNDFH D RFKRWX ĜHãLW GDQp
komplikace.  
, NG\å VH Y SUĤEČKX UHDOL]DFe 
   =GURMYODVWQt 
 =GURMYODVWQt 
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REMHYLO\ QČMDNp NRPSOLNDce, 60 % ]iND]QtNĤ SOiQXMH L QDGiOH Y\XåtYDW VOXåHE
VSROHþQRVWL63(1$'2=E\Ot]iND]QtFLXYHGOLåHY VRXþDVQpQHSOiQXMtGDOãtSURMHNW
nebRQHPDMtSURQRYêSURMHNW prostor. Z WRKRGĤYRGX QHPDMt]iMHPRGDOãtVSROXSUiFL 




   Graf 4.7 - 9\KRGQRFHQtRWi]N\þ 
V JUDIX MVRXXYHGHQ\SUĤPČUQp
hodnoty spokojenosti s ĜHãHQtP
NRPSOLNDFt NWHUp VH Y\VN\WO\
v SUĤEČKX VSROXSUiFH  ± velmi 
spokojen, 2 ± spokojen, 3 ± ani 
spokojen, ani nespokojen, 4 ± 
nespokojen, 5 ± velmi nespokojen). 
Z GRWD]QtNRYpKR ãHWĜHQt MH ]ĜHMPp åH
]iND]QtFL MVRX V ĜHãHQtP NRPSOLNDFt
YHOPL VSRNRMHQL 1HMOpSH KRGQRWLOL
FKRYiQt ]DPČVWQDQFĤ D VFKRSQRVW Y\ĜHãLW GDQp komplikace. 1HMKĤĜH GRSDGOR
KRGQRFHQtVSRNRMHQRVWLXGRE\ĜHãHQtRYãHPLWRVHVWiOHSRK\EXje v UR]PH]tYHOPL
spokojen ± spokojen. 9ãLFKQL ]iND]QtFL L SĜHVWR åH VH Y SUĤEČKX UHDOL]DFH VHWNDOL
s QČMDNêPLNRPSOLNDFHPLE\63(1$'2GRSRUXþLOLGiOH7RWRSURYHGHQtVSROHþQRVWL
]QDPHQi L QDGiOH XGUåRYDW D YKRGQêP ]Y\ãRYiQtP NYDOLILNDFH ]Y\ãRYDW VWDQdard 
kvality v ĜHãHQtNRPSOLNDFt 
Z GRWD]QtNRYpKR ãHWĜHQt QHãOR SĜHVQČ ]MLVWLW MDNpKR FKDUDNWHUX NRPSOLNDFH
byly. 3URWRE\VSROHþQRVW63(1$'2PČODW\WRLQIRUPDFH]MLVWLWDQiVOHGQČXUþLW, zda 
GREDĜHãHQtE\ODDGHNYiWQtN druhu komplikace. 
    Zdroj: vlastQt 
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8. PURVtP RKRGQRĢWH FHONRYRX VSRNRMHQRVW VH VOXåEDPL VSROHþQRVWL
SPENADO Consulting, s.r.o. 
    Graf 4.8 - 9\KRGQRFHQtRWi]N\þ 
Z XYHGHQpKR JUDIX Y\SOêYi
åH   GRWi]DQêFK MH YHOPL
spokojeno s SRVN\WRYDQêPL
VOXåEDPL FRå RGSRYtGi 
]iND]QtNĤP3RX]H]iND]QtNĤ
QHYt MHVWOi jsou, nebo nejsou 
spokojeni. =H ]iND]QtNĤ NWHĜt MVRX
YHOPL VSRNRMHQL SOiQXMH 
]iND]QtNĤ L QDGiOH Y\XåtYDW VOXåHE
VSROHþQRVWL 63(1$'2 D  E\ MLFK
63(1$'2GRSRUXþLOL GDOãtPSRWHQFLiOQtP]iND]QtNĤP.  
, SĜHVWR åH SĜHYiåQi YČWãLQDGRWD]RYDQêFK XYHGOD åH MH VH VOXåEDPL YHOPL
VSRNRMHQDQHERVSRNRMHQDPČODE\VSROHþQRVW63(1$'2LQDGiOH]Y\ãRYDWNYDOLWX
SRVN\WRYDQêFKVOXåHEDQHVWDJQRYDWQDPtVWČ  
9. 3OiQXMHWHLQDGiOHY\XåtYDWVOXåHEVSROHþQRVWLSPENADO Consulting, s.r.o.? 
   Graf 4.9 - 9\KRGQRFHQtRWi]N\þ 
Z XYHGHQpKR JUDIX Y\SOêYi åH
YtFH MDN SRORYLQDGRWi]DQêFKSOiQXMH L
QDGiOH Y\XåtYDW VOXåHE VSROHþQRVWL
63(1$'2 NRQNUpWQČ  ]iND]QtNĤ
NaopaN  ]iND]QtNĤ MLå QHPi R
VOXåE\ VSROHþQRVWL ]iMHP -DNR GĤYRG
XYHGOL åH QHSOiQXMt GDOãt SURMHNW
QHPDMt ]iMHP QDGiOH Y\XåtYDW GRWDFt
z (8 QHER PDMt V GRWDFHPL ãSDWQp
]NXãHQRVWL -HGHQ ]iND]QtN XYHGO åH






VSROHþQRVWL GR  ]DPČVWQDQFĤ   QHMPHQãt SDN VSROHþQRVWL V 51 ± 250 
]DPČVWQDQFi (46,2 %). 
10. 'RSRUXþLOLE\VWHVSROHþQRVW63(1$'2&RQVXOWLQJVUR" 
  Graf 4.10 - 9\KRGQRFHQtRWi]N\þ0 
&HOêFK   GRWi]DQêFK E\
GRSRUXþLOR VSROHþQRVW 63(1$'2 WR
RGSRYtGi]iND]QtNĤ3RX]HMHGHQXYHGl, 
åH E\ 63(1$'2 QHGRSRUXþLO D WR
z GĤYRGX åH VH QHMHGQi R WDN ]QiPRX
firmu na trhu. .RQNUpWQČ VH MHGQDOR R
DNFLRYRX VSROHþQRVW V 51 ± 250 
]DPČVWQDQFL = WČFKWR  ]iND]QtNĤ E\ 
GRSRUXþLOR VSROHþQRVW L SĜHV WR åH VH
v SUĤEČKXUHDOL]DFHY\VN\WO\QČMDNp komplikace. 
11. -DNpPXNRQWDNWXV 9iPLGiYiWHSĜHGQRVW" 
   Graf 4.11 - 9\KRGQRFHQtRWi]N\þ1 
Z JUDIX Y\SOêYi åH
QHMREOtEHQČMãt IRUPRXNRPXQLNDFH MH
e-mail a telefon. Uvedlo je celkem 
  ]H YãHFK GRWi]DQêch. 
1DRSDN NRQWDNW SRãWRX QHER
SRPRFtYLGHRNRQIHUHQFHQHXYHGODQL
MHGHQ]iND]QtNV VRXþDVQpGREČVH
PRåQRVWL Y oblasti komunikace se 
]iND]QtNHP UR]ãLĜXMt 63(1$'2 E\
PČORVYp]iND]QtN\SĜHVYČGþLWRSR]LWLYHFKYLGHRNRQIHUHQFH0H]LKODYQtNODG\SDWĜt
ãHWĜHQtþDVXQHERQiNODGĤ]DSRKRQQpKPRW\SĜLRVREQtFKVFKĤ]NiFK3RVSRMHQt




    =GURMYODVWQt 
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12. .GH MVWH ]tVNDOL LQIRUPDFH R H[LVWHQFL D þLQQRVWL VSROHþQRVWL 63(1$'2
Consulting, s.r.o.? 
   Graf 4.12 - 9\KRGQRFHQtRWi]N\þ2 
1HMþDVWČML VH ]iND]QtFL
GR]YČGČOL o existenFL VSROHþQRVWL 
SPEANDO SĜHV RVREQt NRQtakt se 
]DPČVWQDQFHP -HGQi VHR 
]iND]QtNĤ 'DOãtP ]GURMHP
LQIRUPDFt E\OL NROHJRYp D REFKRGQt
SDUWQHĜL 1DRSDN ZHERYp VWUiQN\
SĜLOiNDO\ SRX]H MHGQRKR ]iND]QtND
Z YêãH XYHGHQpKR Y\SOêYi åH
VSROHþQRVW63(1$'2VL]DNOiGiQDRVREQtPMHGQiQtDEXGRYiQtNYDOLWQtFKY]WDKĤ
NWHUpVHPĤåRXSURMHYLWY GORXKRGREpVSROXSUiFL9 VRXþDVQpGREČ MH WHQWR]SĤVRE
]tVNiYiQt]iND]QtNĤGRVWDþXMtFt2YãHP] GORXKRGREpKRKOHGLVNDNG\VHVSROHþQost 
SOiQXMH UR]YtMHW MH QHHIHNWLYQt Y\XåtYDW SĜHYiåQČ RVREQt NRQWDNW SUR QDYi]iQt
VSROXSUiFH, DWRSĜHGHYãtP z GĤYRGXRPH]HQpþDVRYpNDSDFLW\ ]DPČVWQDQFĤ3URWR
E\ VH PČOR 63(1$'2 ]DPČĜLW WDNp QD MLQp PRåQRVWL MDN SRWHQFLiOQt ]iND]QtN\
LQIRUPRYDWRVYpH[LVWHQFL 
13. 9DãHVSROHþQRVWMH«" 
   Graf 4.13 - 9\KRGQRFHQtRWi]N\þ3 
1HMSRþHWQČMãt VNXSLQRX
]iND]QtNĤ MVRX VSROHþQRVWL
s UXþHQtP RPH]HQêP   D
DNFLRYp VSROHþQRVWL   Z 
SRþWX  VSROHþQRVWt V UXþHQtP
RPH]HQêP MH  FHONRYČ YHOPL
spokojeno s SRVN\WRYDQêPLVOXåEDPL
VSROHþQRVWL63(1$'26WHMQČWDNL
DNFLRYêFK VSROHþQRVWt ] FHONRYêFK
10, je velmi spokojeno s Y\XåtYDQêPL
VOXåEDPL 
   =GURMYODVWQt 
 =GURMYODVWQt 
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S komplikacemi v SUĤEČKXVSROXSUiFHVHVHWNDORDNFLRYêFKVSROHþQRVWt
D   VSROHþQRVWt V UXþHQtP RPH]HQêP &HOêFK   VSROHþQRVWt V UXþHQtP
RPH]HQêPE\63(1$'2GRSRUXþLORGDOãtPSRWHQFLiOQtP]iND]QtNĤP 
14. -DNYHONiMH9DãHVSROHþQRVWGOHSRþWX]DPČVWQDQFĤ" 
    Graf 4.14 - 9\KRGQRFHQtRWi]N\þ4 
1HMY\ããt ]DVWRXSHQt FR VH
WêþH YHOLNRVWL GOH SRþWX
]DPČVWQDQFĤPDMt ]iND]QtFL V 51 ± 
 ]DPČVWQDQFL -HGQi VH R 
]iND]QtNĤ &HONRYČ MVRX VNXSLQ\
]iND]QtNĤ GOH SRþWX ]DPČVWQDQFĤ
GRFHOD Y\URYQDQp Då QD VNXSLQX
VSROHþQRVWt GR  ]DPČVWQDQFĤ
NWHUi SĜHGVWDYXMH  . 7R PĤåH














x 9VWĜtFQp D SURIHVLRQiOQt MHGQiQt RFKRWD KOHGDW UĤ]Qp PRåQRVWL N GRVDåHQt
SRåDGRYDQêFKYêVWXSĤ 
x 9\VRNiRVREQtDQJDåRYDQRVW 
  =GURMYODVWQt 
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x 9]WDK\VH]iND]QtN\ 
16. -DNp MVRX SRGOH 9iV VODEp VWUiQN\ VSROHþQRVWL 63(1$'2 &RQVXOWLQJ
s.r.o.? 
7DWRRWi]NDQHE\ODSRYLQQiDWXGtå]iOHåHORQD]iND]QtNRYL]GDE\ORFKRWHQ
RGSRYČGČW2GSRYČGLXNi]DO\ FR ]iND]QtFL YQtPDMt MDNRVODEpVWUiQN\VSROHþQRVWL
0H]LQHMþDVWČMLXYHGHQpVODEpVWUiQN\SDWĜLODPDOi]QiPRVWVSROHþQRVWL63(1$'2














RGSRYČGČW 6Yp SĜLSRPtQN\ D Qi]RU\ E\OL RFKRWQL VGČOLW SRX]H  ]iND]QtFL 7LWR 
]iND]QtFLXYHGOL  
x -HQWDNGiOH 
x 6OXåE\WpWRVSROHþQRVWLPRKXV þLVWêPVYČGRPtPYĜHOHGRSRUXþLW 
x 3ĜHMLPQRKRSUDFRYQtFKSĜtOHåLWRVWtD~VSČFKĤY budoucnosti, 




x   ]iND]QtNĤ MH velmi spokojeno s SRVN\WRYDQêPL VOXåEDPL VSROHþQRVWL
SPENADO 
7DWR K\SRWp]D E\OD RYČĜHQD SRPRFt RWi]HN þtVOR 4 a 8. 2Wi]ND þtVOR 4 se 
WêNDOD RKRGQRFHQt VSRNRMHQRVWL V MHGQRWOLYêPL DVSHNW\ Y SRVN\WRYiQt VOXåHE
VSROHþQRVWL 63(1$'2 2Wi]ND E\OD ]DPČĜHQD QD ]MLãWČQt VSRNRMHQRVWL Y oblasti 
GRVDåLWHOQRVWL ]DPČVWQDQFĤ MHMLFK FKRYiQt D Y\VWXSRYiQt MDN U\FKOH UHDJXMt QD
]SUiYX ]GD MVRX MLPL SRVN\WQXWp LQIRUPDFH VUR]XPLWHOQp D YH VSUiYQpPPQRåVWYt
]GD MH YþDVGRGiQDGRNXPHQWDFH MDN ]iND]QtN KRGQRWt RGERUQRVW ]DPČVWQDQFĤD
MHMLFKSpþLR]iND]QtND D MHVWOLFHQDRGSRYtGiSRVN\WQXWpNYDOLWČ. Tyto aspekty byly 
hodnoceny na stupnici 1 ± velmi spokojen, 2 ± spokojen, 3 ± ani spokojen, ani 
nespokojen, 4 ± nespokojen a 5 ± velmi nespokojen. 1tåHMHv tabulce 4.1 uvedena 
spokojenost v procentech. 
Tab. 4.1 ± 9\KRGQRFHQtVSRNRMHQRVWL VHVOXåEDPL 
 1 2 3 4 5 
'RVDåLWHOQRVW 74,3 % 25,7 % 0,0 % 0,0 % 0,0 % 
9\VWXSRYiQtMHGQiQt
]DPČVWQDQFĤ 
82,9 % 17,1 % 0,0 % 0,0 % 0,0 % 
ýDVUHDNFHQD]SUiYX 51,4 % 45,7 % 0,0 % 2,9 % 0,0 % 
&HQ\RGSRYtGDMtFtNYDOLWČ 14,3 % 31,4 % 34,3 % 20,0 % 0,0 % 
DRGiQtGRNXPHQWDFH 48,6 % 45,7 % 2,9 % 2,9 % 0,0 % 
Srozumitelnost 
SRVN\WQXWêFKLQIRUPDFt 
45,7 % 42,9 % 2,9 % 8,6 % 0,0 % 
0QRåVWYt SRVN\WQXWêFK
LQIRUPDFt 
51,4 % 40,0 % 0,0 % 8,6 % 0,0 % 
2GERUQRVW]DPČVWQDQFĤ 60,0 % 40,0 % 0,0 % 0,0 % 0,0 % 




Z YêãH XYHGHQpKR Y\SOêYi åH SUĤPČUQČ MH YHOPL VSRNRMHQR 53,33 % 
]iND]QtNĤ 
 2Wi]ND þtVOR 8 VH WêNDOD ]MLãWČQt FHONRYp VSRNRMHQRVWL ]iND]QtNĤ
s SRVN\WRYDQêPLVOXåEDPLVSROHþQRVWL63(1$'2 
 Graf 4.15 - &HONRYiVSRNRMHQRVW 
=H YãHFK 
RGSRYtGDMtFtFK ]iND]QtNĤ 
XYHGOR åH MVRX VH VOXåEDPL
VSROHþQRVWL 63(1$'2 YHOPL
VSRNRMHQL WR RGSRYtGi 48,57 
%. Spokojeno je 45,71 % 
]iND]QtNĤ D   MH DQL
spokojeno, ani nespokojeno.  
-HOLNRå åiGQê ]iND]QtN
QHXYHGO åH MH QHVSRNRMHQ
QHER GRNRQFH YHOPL QHVSRNRMHQ O]H ĜtFW åH YêVOHGHN ãHWĜHQt MH YHOPL SR]LWLYQt




x =iND]QtFLNWHĜtVHY SUĤEČKXVSROXSUiFHVHWNDOLV QČMDNêPLNRPSOLNDFHPLE\OL
spokojeni s MHMLFKĜHãHQtP(spokojen = velmi spokojen a spokojen). 
7DWR K\SRWp]D E\OD RYČĜHQD SRPRFt RWi]HN  D 2Wi]ND þtVOR  VH WêNDOD
]MLãWČQt ]GD VH Y SUĤEČKX VSROXSUiFH Y\VN\WO\ QČMDNp NRPSOLNDFH D RWi]ND þtVOR 7 
]MLãĢRYDOD MDNE\OL]iND]QtFLVSRNRMHQLV ĜHãHQtPWČFKWRNRPSOLNDFt&HONHP
]iND]QtNĤ XYHGOR åH VH QČMDNi NRPSOLNDFH Y\VN\WOD 7LWR ]iND]QtFL QiVOHGQČ
hodnotili, jak jsou spokojeni s MHMtP ĜHãHQtPěHãHQtE\ORKRGQRFHQRQDVWXSQLFL1 ± 
velmi spokojen, 2 ± spokojen, 3 ± ani spokojen, ani nespokojen, 4 ± nespokojen a 5 




Tab. 4.2 ± 9\KRGQRFHQtVSRNRMHQRVWLV ĜHãHQtPNRPSOLNDFt 
 1 2 3 4 5 
&KRYiQt]DPČVWQDQFĤ 85,0 % 15,0 % 0,0 % 0,0 % 0,0 % 
Kvalita komunikace 65,0 % 35,0 % 0,0 % 0,0 % 0,0 % 
6FKRSQRVWGRGUåRYiQt
dohod 
45,0 % 45,0 % 5,0 % 5,0 % 0,0 % 
2FKRWDĜHãLWkomplikace 65,0 % 35,0 % 0,0 % 0,0 % 0,0 % 
6FKRSQRVWY\ĜHãLW
komplikace 
75,0 % 20,0 % 5,0 % 0,0 % 0,0 % 
'REDĜHãHQtNRPSOLNDFt 45,0 % 30,0 % 20,0 % 5,0 % 0,0 % 
=GURMYODVWQt 
 
Z tabulky vyplêYi åH V ĜHãHQtP NRPSOLNDFt MH YHOPL VSRNRMHQR 63,33 % 
]iND]QtNĤDVSRNRMHQRMH30,0 %. 1D]iNODGČWRKRåH]DVSRNRMHQpKR]iND]QtNDVH





7DWR K\SRWp]D E\OD RYČĜHQD SRPRFt RWi]HN þtVOR   D  2Wi]ND þtVOR 
pomohla zjistit, v MDNpIi]LVHQDFKi]tVSROXSUiFHVHVSROHþQRVWL63(1$'2]GDVH
MHGQi R SĜtSUDYQRX UHDOL]DþQt QHER ]iYČUHþQRX Ii]L 2Wi]ND þtVOR  UR]GČOLOD
]iND]QtN\QD W\XNWHUêFKGRãORN ~VSČãQpPXQDSOQČQtVPORXY\NWHĜtRGHãOL N MLQp
SRUDGHQVNp VSROHþQRVWL D QD W\ NWHĜt QHE\OL VSRNRMHQL V SRVN\WRYDQêPL VOXåEDPL
3RPRFLRGSRYČGLQDRWi]NXþtVORVH]iND]QtFL UR]GČOLOLQD W\NWHĜt SOiQXMtQDGiOH
Y\XåtYDWVOXåHEVSROHþQRVWL63(1$'2DQDW\NWHĜtXå VGDOãtVSROXSUiFLQHSRþtWDMt 
=HYãHFKGRWi]DQêFKVHY ]iYČUHþQpIi]LQDFKi]HOR]iND]QtNĤ] toho 














x ]iND]QtNĤVHRVSROHþQRVWL63(1$'2GR]YČGČOR] ZHERYêFKVWUiQHN 
7DWRK\SRWp]DE\ODRYČĜHQDSRPRFtRWi]N\þtVORNWHUiVH]DPČĜRYDODQD
WR NGH ]iND]QtFL ]tVNDOL LQIRUPDFH R H[LVWHQFL D þLQQRVWL VSROHþQRVWL 63(1$'2
Z GRWD]QtNRYpKRãHWĜHQtY\SOêYiåH] ZHERYêFKVWUiQHNVHRVSROHþQRVWLGR]YČGČO
SRX]HMHGHQ]iND]QtNFRåRGSRYtGi2,9 %.  
Z YêãHXYHGHQpKRY\SOêYiåHK\SRWp]Dnebyla potvrzena. 
 
  =GURMYODVWQt 
Graf 4.16 - 9\KRGQRFHQtGDOãtVSROXSUiFH 
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9ãHFKQD WDWR GRSRUXþHQt D QiYUK\ Y\SOêYDMt ] GRWD]QtNRYpKR ãHWĜHQt NWHUp
SUREČKORY REGREtEĜH]HQDåGXEHQ2EMHYXMtVH]GHLQiYUK\QD]OHSãHQt NWHUp
vyplynuly z YêVOHGNĤ z osobntKR GRWD]RYiQt 7\WR QiYUK\ UR]KRGQČ ]DMLVWt XGUåHQt
SR]LFHVSROHþQRVWL63(1$'2QDWUKXDPRåQiSRPRKRXPDQDJHPHQWXNH]YêãHQt
VSRNRMHQRVWL ]iND]QtNĤ D NRQNXUHQFHVFKRSQRVWL VOXåHE 'tN\ WRPXWR ãHWĜHQt Y\ãOR
QDMHYRåHVHVOXåEDPLVSROHþQRVWL63(1$'2MVRX]iND]QtFLVSRNRMHQL'RWD]RYiQL
NWHĜt Y\XåtYDMt QHER Y\XåtYDOL VOXåHE VSROHþQRVWL RFHQLOL 63(1$'2 MDNR NYDOLWQt
spolehlivou a IOH[LELOQtSRUDGHQVNRXVSROHþQRVW 






~URYQL 3ĜHVWR VH MHGQi R VXEMHNWLYQt Qi]RU RVORYHQêFK ]iND]QtNĤ 7R FR MHGHQ
]iND]QtNYQtPiMDNRNYDOLWQČSRVN\WQXWRXVOXåEXPĤåHGUXKêKRGQRWLW MDNRSUĤPČU
3URWRE\VHVSROHþQRVWPČODVWiOHVQDåLWR]OHSãRYiQtVYêFKVOXåHEDWR QHXVWiOêP
PRQLWRULQJHP VSRNRMHQRVWL VYêFK ]iND]QtNĤ 6DPR]ĜHMPRVWt MH QiVOHGQČ
UHDJRYDWQD]MLãWČQpYêVOHGN\ 
'DOãtPRåQRVWtMDN]YêãLWVSRNRMHQRVWVYêFK]iND]QtNĤMH]MLãWČQtRMDNêQRYê
GUXKVOXåHE E\]iND]QtFLPČOL]iMHP, v þHPE\SRWĜHERYDOLSRUDGLW a pokusit se jim 
SĜL]SĤVRELW QDEtGNX 0ĤåH VH MHGQDW QDSĜtNODG R UR]ãtĜHQt SRUDGHQVWYt GR MLQêFK
REODVWtQHåMVRXSURMHNW\GRWRYDQp(8 
=DPČVWQDQFL 
Z GRWD]QtNRYpKR ãHWĜHQt Y\SO\QXOR åH ]DPČVWQDQFL VSROHþQRVWL MVRX
]iNODGQtPþOiQNHPVSRNRMHQRVWL]iND]QtNĤ. K WRPXDE\]DPČVWQDQFLRGYiGČOLVYRX
SUiFLGREĜHDE\OL]WRWRåQČQtV YL]tVSROHþQRVWLMHQXWQpMHQHXVWiOHPRWLYRYDWJednou 
z PRåQRVWt MDN RYOLYQLW YêNRQ ]DPČVWQDQHFNp Y]WDK\ D SRVWRM NH VSROHþQRVWL MVRX
benefity, PH]LNWHUpSDWĜtY]GČOiYiQtDUR]YRM]DPČVWQDQFĤ 
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9]GČOiYiQt D UR]YRM ]DPČVWQDQFĤ SDWĜt YH VSROHþQRVWL N jednomu ze 
]iNODGQtFKVWDYHEQtFKNDPHQĤYHGRXFtN ~VSČFKX,QYHVWLFHGR]DPČVWQDQFĤMHWRWLå
Yê]QDPQêP IDNWRUHP NWHUê RYOLYĖXMH SURVSHULWX D NRQNXUHQFHVFKRSQRVW FHOp
VSROHþQRVWL 1iNODG\ LQYHVWRYDQp GR Y]GČOiYiQt D UR]YRMH MH PRåQp R]QDþLW MDNR
dlouhodobou investici NWHUi ]DMLãĢXMH VWĜHGQČ Då GORXKRGRERX SHUVSHNWLYX ILUP\ D
MHMLFK]DPČVWQDQFĤV VRXþDVQpGREČVHREODVWY]GČOiYiQtDUR]YRMH]DPČVWQDQFĤ
]QRYX GRVWiYi GR SRSĜHGt 6SROHþQRVW E\ VH SURWR PČOD ]DPČĜLW QD UR]YRM
NRPXQLNDþQtFKDRGERUQêFK]QDORVWtVYêFK]DPČVWQDQFĤ 
V GQHãQt GREČ MH QD WUKX VSRXVWD Y]GČOiYDFtFK VSROHþQRVWt NWHUp ]DMLãĢXMt
Y]GČOiYiQt ]DPČVWQDQFĤDĢXåVH MHGQiR UR]YRMNRPXQLNDþQtFKGRYHGQRVWtQHER
RGERUQêFK]QDORVWt9HdentVSROHþQRVWi by PČOR ]DMLVWLWQHMOpSHXFHOHQêEORNãNROHQt
UR]YtMHMtFt REODVW NRPXQLNDFH -HGQi VH QDSĜtNODG R NXU] (IHNWLYQt NRPXQLNDFH
AVHUWLYQt MHGQiQt=YOiGiQtVWUHVXD3UH]HQWDþQtGRYHGQRVWL&RVH WêNiRGERUQêFK
ãNROHQt PČOL E\ PtW ]DPČVWQDQFL SĜtVWXS N QRYêP LQIRUPDFtP PČOL E\ DEVROYRYDW
ãNROHQt R ]PČQiFK D ~SUDYiFK MHGQRWOLYêFK PHWRGLFNêFK SRN\QĤ NWHUêPL VH ĜtGt
SURMHNW\ GRWRYDQp (8 7tP SiGHP E\ PRKOL SRVN\WRYDW ]iND]QtNĤP FHQQp UDG\
v REODVWLUR]KRGRYiQtVHRY\XåLWtVOXåHEVSROHþQRVWL63(1$'2=DPČVWQDQFĤPE\
WRWR ãNROHQt SRPRKOR N UR]YRML VYêFK SURIHVQtFK DOH WDNp RVREQtFK GRYHGQRVWt D
]iURYHĖE\WRWRãNROHQtYQtPDOLMDNRbenefit SRVN\WRYDQê]DPČVWQDYDWHOHP. 
:HERYpVWUiQN\ 
Z GRWD]QtNRYpKR ãHWĜHQt Y\SO\QXOR åH MHQ MHGHQ ]iND]QtN VH R VSROHþQRVWL
GR]YČGČO ] ZHERYêFK VWUiQHN 1D ]iNODGČ WRKR O]H NRQVWDWRYDW åH VSROHþQRVW
63(1$'2 VL ]DNOiGi QD RVREQtP MHGQiQt D EXGRYiQt NYDOLWQtFK Y]WDKĤ NWHUp VH
mohou projevit v GORXKRGREpVSROXSUiFL9 VRXþDVQpGREČMHWHQWR]SĤVRE]tVNiYiQt
]iND]QtNĤGRVWDþXMtFt2YãHP] GORXKRGREpKRKOHGLVNDv situaci NG\VHVSROHþQRVW
SOiQXMH UR]YtMHW MH QHHIHNWLYQt Y\XåtYDW SĜHYiåQČ RVREQt NRQWDNW SUR QDYi]iQt
VSROXSUiFHDWRSĜHGHYãtP] GĤYRGXRPH]HQpþDVRYpNDSDFLW\]DPČVWQDQFĤ3URWR
E\ VH PČOR 63(1$'2 ]DPČĜLW WDNp QD MLQp PRåQRVWL MDN SRWHQFLiOQt ]iND]QtN\
LQIRUPRYDWRVYpH[LVWHQFL, DWRQHMOpSHSRPRFtNYDOLWQtFKZHERYêFKVWUiQHN. 
&R VH WêþH NRQNUpWQtFK Y\OHSãHQt VWUiQHN MH ]GH PRåQRVW investovat do 
SEO FRå MH RSWLPDOL]DFHSUR LQWHUQHWRYp Y\KOHGiYDþH9êKRGRXE\E\OR åH E\ VH
VSROHþQRVW GRVWDOD GR SRYČGRPt SRWHQFLiOQtFK ]iND]QtNĤ NWHUêP E\ VH SĜL ]DGiQt
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QDSĜtNODG VORYD Ädotace³ YH Y\KOHGiYDþL REMHYLOD QDEtGND VSROHþQRVWL 63(1$'2
Z KOHGLVND SODFHQp UHNODP\ 6(2 VQLåXMH QiNODG\ 7R ]QDPHQi åH E\ VSROHþQRVW
QHPXVHOD WROLN LQYHVWRYDWGR MLQpUHNODP\QDSĜtNODGY SHULRGLNiFK'DOãtPGUREQêP
QHGRVWDWNHP MH åH VWUiQN\ QHMVRX SĜL]SĤVREHQ\ QD SURKOtåHQt Y PRELOQtFK




VSROHþQRVWL YãLPOL QRYt ]iND]QtFL NWHĜt R Qt doposud QHVO\ãHOL QHER VH QHVHWNDOL
s QLNêPNGRE\VOXåE\VSROHþQRVWLY\XåtYDO 
Ceny 
-HGQtP ] DVSHNWĤ VOXåHE, VH NWHUêP ]iND]QtFL QHE\OL YHOPL VSRNRMHQL, jsou 
FHQ\ ]D SRVN\WRYDQp VOXåE\ 3ĜHG VSROHþQRVWt 63(1$'2 WHć VWRMt RWi]ND, jak 
]iND]QtNDSĜHVYČGþLWåHFHQDMHDGHNYiWQt SRVN\WRYDQpVOXåEČ-HGQRX] PRåQRVWt
MH Y\WYRĜLW SĜHVQRX kalkulaci QiNODGĤ VSRMHQêFK VH VOXåERX. 'DOãt PRåQRVWt MH
SURYpVWDQDOê]XFHQXNRQNXUHQFH QDEt]HMtFtVWHMQpþLSRGREQpVOXåE\   
TaWRGRSRUXþHQtDQiYUK\ Y\FKi]HMt] DQDOê]\PČĜHQt VSRNRMHQRVWL]iND]QtNĤ
a v SĜtSDGČ MHMLFK DSOLNDce mohou SĜLVSČW N FHONRYpPX ]OHSãHQt NYDOLW\
SRVN\WRYDQêFKVOXåHE3URWRMHSRWĜHEDVH]DPČĜLWQDNYDOLWQtVOXåE\SURVWĜHGQLFWYtP




+ODYQtPFtOHP WpWR SUiFHE\OR ]MLVWLW VSRNRMHQRVW ]iND]QtNĤ V SRVN\WRYDQêPL
VOXåEDPL 
7HRUHWLFNiþiVWE\OD]DPČĜHQDQD]SUDFRYiQt OLWHUiUQtFKSUDPHQĤ WêNDMtFtVH
sSRNRMHQRVWL ]iND]QtNĤ 9 SUDNWLFNp þiVWL E\OD QD ]iNODGČ VWDWLVWLFNêFK YêSRþWĤ
SRPRFtVRIWZDUX6366]MLãĢRYiQDVSRNRMHQRVW]iND]QtNĤV SRVN\WRYDQêPLVOXåEDPL
VSROHþQRVWL63(1$'29 SUYQt Ii]L Yê]NXPXE\ORQXWQp]tVNDWSULPiUQt LQIRUPDFH
Tyto informace b\O\ ]tVNiQ\ QD ]iNODGČ RVREQtKR HOHNWURQLFNpKR D WHOHIRQLFNpKR
GRWD]RYiQt 1D WR QiVOHGRYDOR Y\KRGQRFHQt GRWD]QtNĤ D IRUPXORYiQt QiYUKĤ D
GRSRUXþHQtSURYHGHQtVSROHþQRVWL 
1D ]iNODGČ YêVOHGNĤ O]H NRQVWDWRYDW åH ]iND]QtFL MVRX VH VOXåEDPL
VSROHþQRVWL63ENADO spokojeni. 9ãHFKQ\KRGQRW\, WêNDMtFtVHMHGQRWOLYêFKDVSHNWĤ
VOXåHE VHSRK\ERYDO\SĜLEOLåQČ Y UR]PH]tRG ± 7R]QDPHQi åH]iND]QtFL
E\OL YČWãLQRX YHOPL VSRNRMHQL QHER VSRNRMHQL -HGLQRX VODERX VWUiQNRX E\OD FHQD
RGSRYtGDMtFtNYDOLWČ=iND]QtFLE\OLVStãHMHQVSRNRMHQLQHERXYHGOLåHQHYt3ĜHVWR
MHMLFK FHONRYi VSRNRMHQRVW VH ]DPČVWQDQFL E\OD Y\VRNi 9ODVWQRVWL ]DPČVWQDQFĤ
YČWãLQD ]iND]QtNĤ KRGQRWLOD QHMY\ããt ]QiPNRX 7HQWR IDNW VH Gi NODVLILNRYDW velmi 
SR]LWLYQČSURWRåH YHOPL ]iOHåtQD WRP MDN VH]DPČVWQDQFL N ]iND]QtNRYL FKRYDMt D
MDNGRNiåRXVYêPSĜtVWXSHPSURGDWVOXåEX 
&HONRYČ O]H ĜtFW åH ]iND]QtFL MVRX V SRVN\WRYDQêPL VOXåEDPL VSRNRMeni. 
3ĜHVWR E\ 63(1$'2 QHPČOR ustrnout v WpWR SR]LFL D MDN VH ĜtNi ÄXVQRXW QD
YDYĜtQHFK³ 6SROHþQRVW VH PXVt VWiOH ]DPČĜRYDW QD ]OHSãHQt VYêFK VOXåHE D WtP






[1] %28ý.29È-DQDMarketing. 1. vyd. Praha: C. H. Beck, 2003. 425 s. ISBN 80-
7179-577-1. 
[2] &,%È.29È 9LHUD HW DO0DUNHWLQJ VOXåLHE. Bratislava: Iura Edition spol. s r.o., 
2008, 214 s., ISBN 978-80-8078-210-8 
[3] )25(70LURVODY D -DQD67È9.29È 0DUNHWLQJRYêYê]NXP-DNSR]QiYDW VYp
]iND]QtN\ 1. vyd. Praha: Grada Publishing, a.s., 2003. 159 s. ISBN 80-247-0385-8. 
[4] KOTLER, Philip a Gary ARMSTRONG. Marketing 3ĜHO + 0DFKNRYi  Y\G
Praha: Grada Publishing, 2004. 855 s. ISBN 80-247-0513-3. 
[5] KOTLER, Philip et al. 0RGHUQt marketing. 4. vyd. Praha: Grada Publishing, a.s., 
2007. 1048 s. ISBN 978-80-247-1545-2. 
[6] KOTLER, Philip. Marketing podle Kotlera, 1 vyd. Praha: Management Press, 
2000, 260 s. ISBN 80-7261-010-4 
[7] KOZEL, Roman et al. 0RGHUQt PDUNHWLQJRYê Yê]NXP. 1. vyd. Praha: Grada 
Publishing, 2006. 280 s. ISBN 80-247-0966-X.  
[8] KOZEL, Roman et al. 0RGHUQtPHWRG\D WHFKQLN\PDUNHWLQJRYpKR Yê]NXPX 1. 
vyd., Praha: Grada Publishing, a.s., 2011, 304 s., ISBN 978-80-247-3527-6 
[9] MICHAELSON, Gerald A., Building bridges to customers, 1st edition, Portland, 
Oregon: Productivity Press, Inc., 1995, 69 s. ISBN 1-54327-094-3 
[10] 1(1$'È/-DURVODY=iNODG\PDQDJHPHQWXMDNRVWL9\G2VWUDYD9â%± TU 
Ostrava, 2005. 145 s. ISBN 80-248-0969-9. 
[11] SMITH, Ian. Meeting customer needs, 1st edition, Oxford: Butterworth 
Heinemann, 2003, 218 s. ISBN 0-7506-5984-X 
[12] 9$â7Ë.29È0LURVODYD0DUNHWLQJVOXåHE± HIHNWLYQČDPRGHUQČ. 1. vyd. Praha: 
Grada Publishing, 2008. 232 s. ISBN 978-80-247-2721-9. 
[13] =$0$=$/29È0DUFHOD HW DO Marketing. 2. SĜHSUDFRYDQpD GRSOQČQp Y\GiQt
Praha: C. H. Beck, 2010, 499 s., ISBN 978-80-7400-115-4 
57 
,QWHUQHWRYp]GURMH 
[14] ýOiQHN 6YČW NYDOLW\  -HGQHMWH NH VSRNRMHQRVWL ]iND]QtND [online], 
[2012-04-04@'RVWXSQp]http://www.eiso.cz/digitalAssets/4053_Svet34-40.pdf 
[15] ýOiQHN ]SUiY\ (F] [online], [2012-04-05@ 'RVWXSQp ]
http://zpravy.e15.cz/byznys/finance-a-bankovnictvi/kontrola-cerpani-evropskych-
dotaci-selhava-stezuje-si-dryml-758336 









apod.   DSRGREQČ 
a.s.   DNFLRYiVSROHþQRVW 
ý5   ýHVNiUHSXEOLND 
ESPON  (YURSVNiPRQLWRURYDFtVtĢSUR~]HPQtUR]YRMDVRXGUåQRVW 
EU   EvroSVNiXQLH 
hl. m.   KODYQtPČVWR 
.þ   NRUXQDþHVNi 
mld.   miliard 
QDSĜ   QDSĜtNODG 
NUTS   Ò]HPQtVWDWLVWLFNiMHGQRWND 
OP   2SHUDþQtSURJUDP 
ROP   5HJLRQiOQtRSHUDþQtSURJUDP 
s.r.o.   VSROHþQRVWV UXþHQtPRPH]HQêP 
tab.   tabulka 
  
SEZNAM *5$)ģ 
Graf 1.1 ± 3R]LþQtPDSD± VLOQpDVODEpVWUiQN\ .................................................... 15 
Graf 1.2 - 3R]LþQtPDSD- SĜtOHåLWRVWL ...................................................................... 15 
Graf 1.3 - 3R]LþQtPDSD- hrozby ............................................................................ 16 
Graf 4.1 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 38 
Graf 4.2 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 39 
Graf 4.3 - 9\KRGQRFHQtRWi]N\þ. 3 ........................................................................ 39 
Graf 4.4 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 40 
Graf 4.5 - V\KRGQRFHQtRWi]N\þ ........................................................................ 41 
Graf 4.6 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 41 
Graf 4.7 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 42 
Graf 4.8 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 43 
Graf 4.9 - 9\KRGQRFHQtRWi]N\þ ........................................................................ 43 
Graf 4.10 - VyKRGQRFHQtRWi]N\þ .................................................................... 44 
Graf 4.11 - 9\KRGQRFHQtRWi]N\þ .................................................................... 44 
Graf 4.12 - 9\KRGQRFHQtRWi]N\þ .................................................................... 45 
Graf 4.13 - 9\KRGQRFHQtRWi]N\þ .................................................................... 45 
Graf 4.14 - 9\KRGQRFHQtRWi]N\þ .................................................................... 46 
Graf 4.15 - &HONRYiVSRNRMHQRVW ............................................................................ 49 




Tab. 1.1 - 6:27DQDOê]D ....................................................................................... 14 
Tab. 1.2 - 6LOQpDVODEpVWUiQN\ .............................................................................. 14 
Tab. 1.3 - 3ĜtOHåLWRVWL ............................................................................................... 15 
Tab. 1.4 - Hrozby .................................................................................................... 16 
Tab. 3.1 - 5R]SRþHW ................................................................................................ 34 
Tab. 3.2 - +DUPRQRJUDPþLQQRVWt ........................................................................... 35 
Tab. 4.1 - 9\KRGQRFHQtVSRNRMHQRVWLVHVOXåEDPL.................................................. 48 




















1.1. :ĞĚŶŽƌĄǌŽǀĄƐƉŽůƵƉƌĄĐĞ   
1.2. ůŽƵŚŽĚŽďĄƐƉŽůƵƉƌĄĐĞ   
 
2. V ũĂŬĠĨĄǌŝƐĞŶĂĐŚĄǌşsĂƓĞƐƉŽůƵƉƌĄĐĞƐĞƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 
2.1. WƎşƉƌĂǀŶĄ ĨĄǌĞʹ ũĞĚŶĄŶşŽƐŵůŽƵǀĢ͕ǀǇŵĞǌĞŶşƉŽǎĂĚĂǀŬƽƐƉŽůƵƉƌĄĐĞ    ;ƉƎĞũĚĢƚĞŶĂŽƚĄǌŬƵē͘ϰͿ  
2.2. ZĞĂůŝǌĂēŶşĨĄǌĞʹ ƐĂŵŽƚŶĄƌĞĂůŝǌĂĐĞƉƎĞĚŵĢƚƵƐŵůŽƵǀǇ     ;ƉƎĞũĚĢƚĞŶĂŽƚĄǌŬƵē͘ϰͿ  
2.3. ĄǀĢƌĞēŶĄĨĄǌĞ- ƵŬŽŶēĞŶşƐƉŽůƵƉƌĄĐĞ       
 
3. Z ũĂŬĠŚŽĚƽǀŽĚƵũƐƚĞƵŬŽŶēŝůŝƐƉŽůƵƉƌĄĐŝƐĞƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 
3.1. jƐƉĢƓŶĠŶĂƉůŶĢŶşƉƎĞĚŵĢƚƵƐŵůŽƵǀǇ       
3.2. Odchod k ũŝŶĠƉŽƌĂĚĞŶƐŬĠƐƉŽůĞēŶŽƐƚŝ      
3.3. Nespokojenost s poskytovĂŶǉŵŝƐůƵǎďĂŵŝ      
3.4. :ŝŶǉ͗;ƵǀĞěƚĞͿ͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͘      
 
4. hǀĞěƚĞ͕ũĂŬũƐƚĞƐƉokojeni s ŶĄƐůĞĚƵũşĐşŵŝĂƐƉĞŬƚǇ v ƉŽƐŬǇƚŽǀĄŶşƐůƵǎĞďƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͘ 
                                                                           
 
 
         
4.1. ŽƐĂǎŝƚĞůŶŽƐƚ;ƚĞůĞĨŽŶ͕Ğ-ŵĂŝů͕ŽƐŽďŶĢ͕͙Ϳ                                                     
4.2. sǇƐƚƵƉŽǀĄŶşͬũĞĚŶĄŶşǌĂŵĢƐƚŶĂŶĐƽ                                                                         
4.3. ĂƐƌĞĂŬĐĞŶĂǌƉƌĄǀƵ                                                        
4.4. ĞŶǇŽĚƉŽǀşĚĂũşĐşŬǀĂůŝƚĢ                                                        
4.5. sēĂƐŶŽƐƚĚŽĚĄŶşĚŽŬƵŵĞŶtace                                                       
4.6. ^ƌŽǌƵŵŝƚĞůŶŽƐƚƉŽƐŬǇƚŶƵƚǉĐŚŝŶĨŽƌŵĂĐş                                                      
4.7. DŶŽǎƐƚǀşƉŽƐŬǇƚŶƵƚǉĐŚŝŶĨŽƌŵĂĐş                                                       
4.8. OdborŶŽƐƚǌĂŵĢƐƚŶĂŶĐƽ                                                        
4.9. WĠēĞŽǌĄŬĂǌŶşŬĂʹ ƉƌĂǀŝĚĞůŶĄŬŽŵƵŶŝŬĂĐĞ                                                      
 
5. KŚŽĚŶŽƛƚĞ͕ũĂŬǀŶşŵĄƚĞǀůĂƐƚŶŽƐƚŝǌĂŵĢƐƚŶĂŶĐƽƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ .r.o. 
    
 1  2  3  4  5 
5.1. WƌĂǀĚŽŵůƵǀŶǉ        hůŚĂŶǉ 
5.2. ^ŽďĞĐŬǉ        KĐŚŽƚŶǉ 
5.3. WĞēůŝǀǉ        EĞĚďĂůǉ 
5.4. WƌĂĐŽǀŝƚǉ        >şŶǉ 
5.5. EĞƐƉŽůĞŚůŝǀǉ        ^ƉŽůĞŚůŝǀǉ 
5.6. ŵƉĂƚŝĐŬǉ        /ŐŶŽƌĂŶƚƐŬǉ 
5.7. ƽŬůĂĚŶǉ        >ĂũĚĄĐŬǉ 
5.8. Dŝůǉ         EĞƐǇŵƉĂƚŝĐŬǉ 
5.9. EĞǀǇŶĂůĠǌĂǀǉ        dǀŽƎŝǀǉ 
5.10. EĞŽĐŚŽƚŶǉ        sƐƚƎşĐŶǉ 
5.11. &ůĞǆŝďŝůŶş        ZŝŐŝĚŶş 
 
6. Vyskytly se v ĚŽďĢsĂƓşƐƉŽůƵƉƌĄĐĞŶĢũĂŬĠŬŽŵƉůŝŬĂĐĞ͍ 
6.1. Ano   




        velmi      










                  
                
 
7.1. ŚŽǀĄŶşǌĂŵĢƐƚŶĂŶĐƽ                                                                         
7.2. Kvalita komunikace                                                                         
7.3. ^ĐŚŽƉŶŽƐƚĚŽĚƌǎŽǀĄŶşĚŽŚŽĚ                                                                        
7.4. KĐŚŽƚĂƎĞƓŝƚŬŽŵƉůŝŬĂĐĞ                                                                        
7.5. Schopnost vyƎĞƓŝƚŬŽŵƉůŝŬĂĐĞ                                                                              
7.6. ŽďĂƎĞƓĞŶşŬŽŵƉůŝŬĂĐĞ                                                                        
  
8. WƌŽƐşŵ͕ŽŚŽĚŶŽƛƚĞĐĞůŬŽǀŽƵƐƉŽŬŽũĞŶŽƐƚƐĞƐůƵǎďĂŵŝƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͘ 
8.1. Velmi spokojen    
8.2. Spokojen    
8.3. Ani spokojen, ani nespokojen  
8.4. Nespokojen    
8.5. Velmi nespokojen   
 
9. WůĄŶƵũĞƚĞŝŶĂĚĄůĞǀǇƵǎşǀĂƚƐůƵǎĞďƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 
9.1. Ano         
9.2. Ne ;ƵǀĞěƚĞƉƌŽēͿ͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͗͘    
 
10. ŽƉŽƌƵēŝůŝďǇƐƚĞƐƉŽůĞēŶŽƐƚ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 
10.1. Ano         
10.2. Ne ;ƵǀĞěƚĞƉƌŽēͿ͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͗͘   
 
11.  :ĂŬĠŵƵŬŽŶƚĂŬƚƵƐ sĄŵŝĚĄǀĄƚĞƉƎĞĚŶŽƐƚ͍;ǌĂƚƌŚŶĢƚĞŵĂǆ͘ϯŵŽǎŶŽƐƚŝͿ  
11.1. E-mail    
11.2. Telefon   
11.3. KƐŽďŶĢ   
11.4. WŽƓƚŽƵ   
11.5. Videokonference  
 
12. <ĚĞũƐƚĞǌşƐŬĂůŝŝŶĨŽƌŵĂĐĞŽĞǆŝƐƚĞŶĐŝĂēŝŶŶŽƐƚŝƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 
12.1. KĚŬŽůĞŐƽ͕ŽďĐŚŽĚŶşĐŚƉĂƌƚŶĞƌƽ   
12.2. tĞďŽǀĠƐƚƌĄŶŬǇ    
12.3. KƐŽďŶşŬŽŶƚĂŬƚ ;ƐĐŚƽǌŬĂͿ    
12.4. KƐůŽǀĞŶşƉƎĞƐƚĞůĞĨŽŶ    
12.5. Konference     
12.6. Jinde ;ƵǀĞěƚĞͿ͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͗   
 
13. sĂƓĞƐƉŽůĞēŶŽƐƚũĞ͙͍ 
13.1. ŬĐŝŽǀĄƐƉŽůĞēŶŽƐƚ    
13.2. ^ ƉŽůĞēŶŽƐƚƐ ƌƵēĞŶşŵŽŵĞǌĞŶǉŵ   
13.3. KƌŐĂŶŝǌĂēŶşƐůŽǎŬĂ    
13.4. EĞǌŝƐŬŽǀĄŽƌŐĂŶŝǌĂĐĞ     
13.5. :ŝŶĄ;ƵǀĞěƚĞͿ͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͗   
 
14. :ĂŬǀĞůŬĄũĞsĂƓĞƐƉŽůĞēŶŽƐƚĚůĞƉŽēƚƵǌĂŵĢƐƚŶĂŶĐƽ͍ 
14.1. DŝŬƌŽƉŽĚŶŝŬ;ĚŽϭϬǌĂŵĢƐƚŶĂŶĐƽͿ   
14.2. DĂůǉƉŽĚŶŝŬ;ϭϭʹ ϱϬǌĂŵĢƐƚŶĂŶĐƽͿ   
14.3. ^ ƚƎĞĚŶşƉŽĚŶŝŬ;ϱϭʹ ϮϱϬǌĂŵĢƐƚŶĂŶĐƽͿ  
14.4. sĞůŬǉƉŽĚŶŝŬ;ŶĂĚϮϱϭǌĂŵĢƐƚŶĂŶĐƽͿ   
 
15. :ĂŬĠũƐŽƵƉŽĚůĞsĄƐƐŝůŶĠƐƚƌĄŶŬǇƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 
15.1. ͙ ͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͙͘ 
 
16. :ĂŬĠũƐŽƵƉŽĚůĞsĄƐƐůĂďĠƐƚƌĄŶŬǇƐƉŽůĞēŶŽƐƚŝ^WEKŽŶƐƵůƚŝŶŐ͕Ɛ͘ƌ͘Ž͍͘ 































11 - 50 
]DPČVWQDQFĤ 






MHGQRUi]RYiVSROXSUiFH 10,0% 30,0% ,0% ,0% ,0% ,0% 30,0% 30,8% ,0% 
GORXKRGREiVSROXSUiFH 90,0% 70,0% 100,0% 100,0% ,0% 100,0% 70,0% 69,2% 100,0% 
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]DPČVWQDQFĤ 






SĜtSUDYQiIi]H 10,0% 5,0% ,0% ,0% ,0% ,0% 10,0% ,0% 11,1% 
UHDOL]DþQtIi]H 70,0% 55,0% ,0% 100,0% ,0% 100,0% 40,0% 76,9% 55,6% 
]iYČUHþQiIi]H 20,0% 40,0% 100,0% ,0% ,0% ,0% 50,0% 23,1% 33,3% 
 







organizace MLQi do 10 zam. 
11 - 50 
zam. 






 QDSOQČQtVPORXY\ 100,0% 87,5% 100,0% ,0% ,0% ,0% 80,0% 100,0% 100,0% 
odchod jinam ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
QHVSRNRMHQRVWVHVOXåEDPL ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
MLQê ,0% 12,5% ,0% ,0% ,0% ,0% 20,0% ,0% ,0% 
  
2 
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]DPČVWQDQFĤ 






doVDåLWHOQRVW 77,8% 88,2% 100,0% 75,0% ,0% 66,7% 85,7% 91,7% 77,8% 
FKRYiQt]DPČVWQDQFĤ 100,0% 88,2% 100,0% 100,0% ,0% 100,0% 85,7% 91,7% 100,0% 
þDVUHDNFHQD]SUiYX 66,7% 58,8% 100,0% 25,0% ,0% 33,3% 71,4% 58,3% 55,6% 
FHQ\RGSRYtGDMtFt
NYDOLWČ 
22,2% 5,9% 100,0% 25,0% ,0% 33,3% 14,3% 16,7% 11,1% 
YþDVQRVWGRGiQt
dokumentace 
88,9% 41,2% 100,0% 25,0% ,0% 33,3% 42,9% 50,0% 77,8% 
srozumitelnost 
LQIRUPDFt 
66,7% 47,1% 100,0% 25,0% ,0% 33,3% 57,1% 50,0% 55,6% 
PQRåVWYtLQIRUPDFt 77,8% 52,9% 100,0% 25,0% ,0% 33,3% 57,1% 50,0% 77,8% 
odbornost 
]DPČVWQDQFĤ 
88,9% 58,8% 100,0% 50,0% ,0% 66,7% 71,4% 58,3% 77,8% 


















11 - 50 
]DPČVWQDQFĤ 




vlastnosti SUDYGRPOXYQêXOKDQê 100,0% 70,0% 100,0% 75,0% ,0% 100,0% 60,0% 83,3% 88,9% 
VREHFNêRFKRWQê ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
SHþOLYêQHGEDOê 77,8% 70,0% 100,0% 50,0% ,0% 33,3% 80,0% 66,7% 77,8% 
SUDFRYLWêOtQê 88,9% 80,0% 100,0% 100,0% ,0% 100,0% 80,0% 83,3% 88,9% 
QHVSROHKOLYê
VSROHKOLYê 
,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
HPSDWLFNêLJQRUDQWVNê 66,7% 50,0% 100,0% 75,0% ,0% 100,0% 60,0% 50,0% 55,6% 
GĤNODGQêODMGiFNê 77,8% 75,0% 100,0% 25,0% ,0% 33,3% 60,0% 83,3% 77,8% 
PLOêQHV\PSDWLFNê 100,0% 100,0% 100,0% 100,0% ,0% 100,0% 100,0% 100,0% 100,0% 
QHY\QDOp]DYêWYRĜLYê ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
QHRFKRWQêYVWĜtFQê ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
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]DPČVWQDQFĤ 






ano 60,0% 45,0% 100,0% 100,0% ,0% 100,0% 50,0% 38,5% 77,8% 
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]DPČVWQDQFĤ 






FKRYiQt]DPČVWQDQFĤ 100,0% 100,0% 100,0% 100,0% ,0% 100,0% 100,0% 100,0% 100,0% 
kvalita komunikace 66,7% 83,3% 100,0% 75,0% ,0% 66,7% 100,0% 50,0% 83,3% 
GRGUåRYiQtGRKRG 50,0% 66,7% 100,0% 25,0% ,0% 33,3% 50,0% 50,0% 66,7% 
RFKRWDĜHãLWNRPSOLNDFH 66,7% 66,7% 100,0% 100,0% ,0% 100,0% 75,0% 50,0% 83,3% 
schopnRVWY\ĜHãLWNRPSOLNDFH 66,7% 100,0% 100,0% 100,0% ,0% 100,0% 100,0% 75,0% 83,3% 
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]DPČVWQDQFĤ 






velmi spokojen 70,0% 35,0% 100,0% 50,0% ,0% 66,7% 30,0% 46,2% 66,7% 
spokojen 30,0% 55,0% ,0% 50,0% ,0% 33,3% 50,0% 53,8% 33,3% 
ani spokojen, ani 
nespokojen 
,0% 10,0% ,0% ,0% ,0% ,0% 20,0% ,0% ,0% 
nespokojen ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
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ano 50,0% 50,0% ,0% 100,0% ,0% 100,0% 50,0% 46,2% 55,6% 
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ano 90,0% 100,0% 100,0% 100,0% ,0% 100,0% 100,0% 92,3% 100,0% 
ne 10,0% ,0% ,0% ,0% ,0% ,0% ,0% 7,7% ,0% 
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kontakt e-mail 60,0% 70,0% 100,0% 75,0% ,0% 66,7% 70,0% 69,2% 66,7% 
telefon 60,0% 75,0% 100,0% 50,0% ,0% 33,3% 70,0% 76,9% 66,7% 
RVREQČ 70,0% 50,0% ,0% 50,0% ,0% 66,7% 60,0% 38,5% 66,7% 
SRãWRX ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 




















30,0% 30,0% ,0% 25,0% ,0% 33,3% 10,0% 38,5% 33,3% 
ZHERYpVWUiQN\ ,0% 5,0% ,0% ,0% ,0% ,0% ,0% 7,7% ,0% 
RVREQtNRQWDNW 60,0% 40,0% 100,0% 50,0% ,0% 33,3% 70,0% 38,5% 44,4% 
RVORYHQtSĜHVWHOHIRQ 10,0% 25,0% ,0% 25,0% ,0% 33,3% 20,0% 15,4% 22,2% 
konference ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% ,0% 
 
 
 
 
